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Commissioner for Patents 
P.O. Box 1450 

Alexandria, Virginia 223 1 3-1 450 
Dear Sir: 

I, Henry R. Paddock, declare as follows: 

1 . I am currently employed by Avaya, Inc., which has an interest in the above application, 
and an inventor of the above-referenced application. I receive an inventor award in connection with the 
above application. This Declaration is being submitted in connection with prosecution activities for the 
above-referenced patent application. 

2. An interview regarding the subject matter of the above-referenced application was held 
among Rodney Thompson and myself on the one hand and David Volejnicek, corporate counsel, in 
March, 2003. 

3 . Patent Submission 403037, attached hereto as Exhibit "A" and entitled "Tracking and 
Acting on One and Done" was prepared and thereafter received for consideration by the Intellectual 
Property Law department of Avaya. The IP Law department approved the submission for filing as a US 
patent application and forwarded the Patent Submission to outside counsel. 

4. Upon information and belief, the Patent Submission was forwarded to outside counsel on 
June 24, 2003, and received by outside counsel on June 26, 2003. On June 30, 2003, Douglas Swartz, the 
outside counsel, contacted myself and the other inventors regarding scheduling an in-person interview to 
discuss the Patent Submission. Emails were exchanged among the various parties on June 30 and July 1, 



3, and 8, 2003, attempting to scheduling the interview. Rodney Thompson was out of the office until July 
10, 2003. 

5. The interview was held in Westminster, Colorado, on or about July 8, 2003. An 
annotated partial transcript of this interview is attached hereto as Exhibit "B". Also attached to Exhibit 
"B" are drawings generated during the meeting. At the meeting, we discussed three separate inventions, 
each of which was to be the subject of a separate patent application. 

6. A draft patent application was forwarded to us for review on or about January 5, 2004. 
Mr. Swartz sent a reminder to us to review the application on February 11, 2004. Two other draft 
applications directed to the other inventions were forwarded to us around the same time. 

7. Upon information and belief, we reviewed the application in mid-February and provided 
our comments to Mr. Swartz by email on or about February 24, 2004. 

8. Mr. Swartz revised the draft application and forwarded it to us for further review on 
March 8, 2004. 

9. Mr. Swartz subsequently sent an email to us on March 1 5, 2004, requesting our further 
review of the application as the application needed to be filed by the end of March. 

10. Katherine Sobus send an email to Mr. Swartz on March 16, 2004, requesting a copy of 
any document that needed to be signed before her departure on a trip to South America the following 
week. She was to return from the trip on March 29, 2004. 

1 1 . Emails were exchanged between outside counsel and Ms. Sobus on March 25, 2004, 
regarding execution of documents. 

12. A final draft of the application was forwarded to us on March 25, 2004. 

1 3 . After reviewing the draft application, I and the other inventors signed the Declaration and 
Power of Attorney and Assignment and returned them to Mr. Swartz. 

1 4. The above-referenced application was subsequently filed on March 3 1 , 2004. 

15. With reference to independent claims 1, 13, and 27, Exhibits "A" and "B" collectively 
describe identifying contacts that are not "one and done" and taking appropriate actions for these contacts, 
such as sending the contacts to an appropriate destination or recording the contact interaction. A non- 
"one and done" situation can be derived based on the duration between current and last contacts from a 
common customer, the contact center customer entering an existing trouble ticket id or specifying that the 
most recent contact is in regards to a previous contact, a contact center agent entering information that 
relates the current contact to one or more previous contacts, receiving an email from a contact center 
customer that contains the existing trouble ticket number, content analysis, post-contact survey results 
from previous contact, etc. Once a contact is determined not to be a "one and done" situation, the contact 
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center can take action to minimize the number of contacts (x and done), such as route to a better skilled 
agent or supervisor, activate quality monitoring (contact recording), start service observing, alert a 
business manager or executive, and the like. 

16. With reference to independent claim 1, Exhibit "B" describes tracking, over a selected 
time period and for a set of agents servicing discrete real-time and non-real-time contacts, a number of 
discrete real-time and non-real-time contacts serviced by the set of agents that are and/or are not related to 
one or more other discrete real-time and non-real-time contacts serviced by the plurality of agents. 
Exhibit "B" further describes maintaining, for the set of agents, an indicator indicating at least one of (i) a 
number of discrete real-time and non-real-time contacts, serviced by the set of agents during the selected 
time period, that are not related to one or more other discrete real-time and non-real-time contacts 
serviced by one or more of the plurality of agents and (ii) a number of discrete real-time and non-real- 
time contacts, serviced by the set of agents during the selected time period, that are related to one or more 
other discrete real-time and non-real-time contacts serviced by the plurality of agents. 

17. With reference to independent claim 13, Exhibit "B" describes receiving a first real-time 
contact from or initiating a second real-time contact with a first customer, determining whether the first 
and/or second contact is related to another real-time or non-real-time contact with the first customer, and, 
when the first and/or second contact is related to another real-time or non-real-time contact with the first 
customer, servicing the first and/or second contact differently than when the first and/or second contact is 
unrelated to another real-time or non-real-time contact with the first customer. 

1 8 . With reference to independent claim 27, Exhibit "B" describes a contact center for 
servicing contacts having an input operable to receive a contact from a first customer and a selector 
operable (i) to determine whether the received real-time contact is related to another real-time or non-real- 
time contact with the first customer and (ii) when the received real-time contact is related to at least one 
real-time and non-real-time contact with the first customer, to service the received real-time contact 
differently than when the received real-time contact is unrelated to at least one real-time and non-real- 
time contact with the first customer. 

1 9. The foregoing statements and attached exhibits establish a conception date before the 
July 22, 2003, filing date of U.S. Patent Application Publication 2005/0021529 to Hodson, et al., and the 
August 20, 2003, filing date of U.S. Patent Application Publication 2005/0043986 to McConnell, 
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el aL and diligence between the conception date and the constructive reduction-to-practice date, or 
the filing date of the above-captioned application. 

20. I hereby declare that all statements made herein of my own knowledge are true and 
that all statements made on information and belief are believed to be true; and further, that the 
statements were made with the knowledge that willful false statements and the like, so made, are 
punishable by fine or imprisonment, or both, under Section 1001 of Title 18 of the United States 
Code, and that such willful false statements may jeopardize the validity of the subject application or 
any patent issuing thereon. 



Dale:. 





./Henry R. Paddock 
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One and Done 
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from: Sarah Kiefhaber 

CRM Systems Engineering 
DRD3-B56 
+1-303-538-4859 
kiefhaber @ avaya.com 

Joylee Kohler 

CRM Systems Engineering 

DRD2-G61 

+1-303-538-1379 

joyIee@avaya.com 

Henry (Randy) Paddock 
CRM Development 
DR D3-C45 
+1-303-538-4337 
hpaddock@avaya.com 

Katherine (Kathy) Sobus 
CRM Sales Support 
1006 Weldin Circle 
Wilmington, DE 198030000 
+1-302-762-3345 
ksobus @ avaya.com 

RodJThomson (editor) 
"CRM SylfelhTEhgineering 
DRD2-F56 
+1-303-538-4139 
rathomson @ avaya.com 



PLEASE TRY TO LIMIT YOUR SUBMISSION TO 2 PAGES (MAXIMUM - 3). 

IF YOU HAVE ANY QUESTIONS REGARDING THIS SUBMISSION FORM, PLEASE CONTACT 
DAVID VOLEJNICEK, +01-303-538-4154 or TINA WILSON, +01-303-538-4600. 

TO: Avaya West Patent Committee - Room 2U41, 1300 W 120 th Avenue, Denver, CO 80234-2701, 
trwilson@avava.com 



Problem: 

\>erall problem(s) does the idea solve? 



For many contact centers, a^ey measure should be "one and done." Whether the center is sales or services, when a 
customer contacts th e^c enter mu ltiple times to accomplish one tran icti *■ h < st.of nwc ises, which lowers the 
1 overaTTpTolRt^nityrThe proT>Tem"is that i£r?not^asyto ^"compute "one and, don,e"'and therefore agents and contact 
AVAYA INC. - PROPRIETARY 
Use pursuant to Company Instructions. 
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centers today are not measured against it. Another consideration of one and done is whether the contact had to be 
served by multiple servers (e.g., agents) - even in a single interaction. 

Prior Art: 

How have others ■- either within Avaya or outside - addressed the problem, if you know? What is the present commercial practice? In what 
way(s) do the presently known solutions fall short of fully solving the problem( s) ? 

Existing art allows for the tracking of "trouble" tickets (e.g.,- WebQ/QQ business application). These trouble ticket 
applications can retrieve open and closed trouble tickets and display them to agents. It may even be possible, through 
integration, to push the most recent trouble tickets to an agent upon delivering a contact. We are not aware, however, 
of existing art that allows for the identification of a situation that is not "one and done," and then make contact- 
handling decisions based upon this identification. 

Brief Description: 

What is your solution to the problem(s)? Supply block diagrams, sketches, high-level flowcharts, etc., as attachments, along with a written 
description which explains how the invention works and how it relates to its environment. 

^TJnsjjrgpjo^edj^oncept en (Mu c nta tcentei to identify p.ntact that n n< < < ind done" (either through 
automatic or manual methods) and for a contact center to take appropria te action for these contacts, such as sending 
these contacts to an appropriate destination or recording the contact interaction. A non-"ohe and done" situation can 
be derived bjsed^on.(j,urajiooieiw^en current and last contact (defined by the contact center), contact center" " 
cTIslome entering an existing trouble ticket d or spe i in_ iliat <h J un t . ei t coi lact is in regard t< ip> v\ us 
contact, contact enter at nt entering information that relates the urrcnt c< nf ct t~> < ne r more pi i m contacts 
recelvii ; „mnl It >n contact cente cust n a it 01 'am^ tl. e istin tr >le ticket numbei content analysis, 
p )st- ont ict surv y results from previous ontac t et Once a contact is d< termined not lo br i ont nd dent 
iTu7nn"hprrt ie < itact enter takes a on to ipiti e the wnb i of conpet i idin^.) ihj oute to a 
ix i^r killed u >r supervi'soi a qu il'D nomtoring (contact recording tart servic observing lift 
business manager or executive it- 
Comparison: 

What are the basic differences between your solution and those known in the prior art? What commercial benefits or advantages arise from 
those differences (such as reduced product cost, new or enhanced product feature, greater reliability of operation)? 

The new art takes action, such as escalation, on contacts that are identified to have previously related contacts (not 
"one and done"). The action should be intended to minimize the number of contacts required to address a customer 
request/issue. 

Novelty: 

State in one sentence the gist of what distinguishes your idea from the prior art. 

This idea enables a contact center to measure itself against its "one and done" objective and to take appropriate 
) action, on a contact level, when the goal is not met. 

Use of the Idea: 

Standards : Is the idea of a type which gets incorporated into industry standards? Are there present plans to include the idea in an Avaya 
submission to a standards body ? 

Avava use : What existing or planned Avaya products incorporate the idea? If none, what is your opinion as to the likelihood of Avaya use and 
the time frame ? What is the basis for your opinions? 

Others' use: Answer same questions vis-a-vis other companies. 

Standard: Not Applicable 

Avaya Use: This solution can be accomplished through the integration of Interaction Center, Operational Analyst, 
Avaya and/or 3 rd party applications (e.g., Siebel). Interaction Center can collect data from content analysis, Avaya 
IR, 3 rd party applications (e.g., Siebel), etc., and make handling decisions (e.g., identify destination, activate contact 
recording, service observing, etc.) based on the identification of a situation that is not a "one and done" situation. 
Interaction Center records contacts that were not "one and done" for Operational Analyst reporting purposes. This 

AVAYA INC. - PROPRIETARY 
Use pursuant to Company Instructions. 
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enables the contact center to monitor the success of the "one and done" objective. Avaya IR, for example, can be 
scripted to collect information that identifies situations that are not "one and done," which allows IC to take the 
appropriate action. 

Others' Use: Like Avaya, other companies can define their work flows, or routing engines, to identify situations that 
are not "one and done" and to take the appropriate action when this situation is encountered. The best means of 
detecting these situations is likely to require the integration of routing decisions and 3 rd party applications (e.g., 
Siebel trouble ticket application), IVR systems, etc. 



Detection of Use: 

How would others' use of the 
Described in a product brochui 



be detected by Avaya? For example, would it be visible from the produc 
user/repair manual? 



If none of the above, would reverse-engineering to discover use be complex/expens 

The use of this invention should be fairly easy to detect. The feature may be advertised in marketing collateral. The 
ability to support this functionality may appear in white papers. The contact center itself would have to establish a 
mechanism to collect the data to be able to identify situations that are not "one and done." These mechanisms would 
likely be apparent to contact center customers (e.g., IVR request for related trouble ticket number, etc.). The contact 
center would then have to treat the contact appropriately based on this knowledge. The action may be more difficult 
to detect since it may not be noticeable to the contact center customer (e.g., delivery to a supervisor, activation of 
contact recording, activation of service observing, etc.). 



Economic Impact: 

What is the annual sales volume ot 



;s the industry for products/set 



"One and done" is a desirable objective for many contact centers. The affected industry is the multi-media contact 
center industry. The addressable Multi-Media Contact Center market is estimated to be $1.6 billion in 2003. 

Originators: 

List name, business group and organization/team ni 



ir acronym, department, room number, extension, email. 



Sarah Kiefhaber 

CRM Systems Engineering 

DRD3-B56 

+1-303-538-4859 

kiefhaber @ avaya.com 



Henry (Randy) Paddock 
CRM Development 
DR D3-C45 
+1-303-538-4337 
hpaddock® avaya.com 



Rod Thomson 
CRM Systems E 
DRD2-F56 
+1-303-538-4139 
rathomson@avaya.com 



Joylee Kohler 

CRM Systems Engineering 

DR D2-G61 

+1-303-538-1379 
j oylee @ avaya.com 



Katherine (Kathy) Sobus 
CRM Sales Support 
1006 Weldin Circle 
Wilmington, DE 198030000 
+1-302-762-3345 
ksobus @ avaya.com 



Rating: 

Based on the Avaya Patent Filing Policy chart (attached), what is the Rating for this idea? 

Your Rating ? II 

Your Director's Rating ? II 

Your Director's Name? Susan Murtishaw 

Attorney: 

List any attorney with whom the idea has already been discussed. 

David Volejnicek 

Attachments: 

AVAYA INC. - PROPRIETARY 
Use pursuant to Company Instructions. 
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OnejUj^done 

^ J PfoblemTFor many contact centers a key measure should be "one and done". Whether the 
center is sales or services, when a customer contacts the center for a previous interaction, 
the costs go up which lowers the overall profitability. The problem it is not easy to 
compute "one and done" and therefore agents and centers today are not measured against 
it. Anothe r cons ideration of one and done is whether the contact had to be served jjvy 
multiple ^erverp - even in a single interaction. 

Identifying: Ways to determine one and done: agent indication, customer indication, 
content analysis, re-contact within a certain time frame. In all cases I don't know when I 
finish a new interaction if that particular interaction will be one and done. 

Reporting: One thought is rather than focus on whether today's contacts will be one and 
done, is to focus on how many of today's contacts were related to previous interactions or 
required multiple server^ We would need to track this against the previous agent. For 
^ example, there were 12 interactions today that agent x had not closed on the contact's last 
interacton. 



Acting: When I determine this is a subsequent related interaction, I can take a number of 
actions. I can turn on a recording or start a service observing, I can pick an agent who is 
better at closure, I can alert a manager, „~^Msp, 



EXHIBIT B 
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..?.. Kathy.... 

Kay, hey, where are you? Okay... Do you want to listen in here? Yeah, no.... 
Thank you. 

Okay, hang on a second. Yeah, we tried to call you earlier and it said you were out of the 

office all day, and so, I'm like, okay.. 

Yeah, I'm been trying to track the number down so.... 
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I'm amazed you figured it out. There's a good piece of detective work here. 
Yeah, how about that. Everybody's got messages from me though, I apologize to everyone. 

?.... when you get back to your desk. 
I guess what we should have done was leave you a message giving the number and then you 
would have had an easier time. 
Yes, that's the first thing I sent to his voice mail. 
Sorry about that. 
Anyway 

So we're talking about the using agent trends 

: We're talking about.... Hi, Kathy, this is Doug. We were talking about the different types 
of things that are used in tracking the trends. I'm looking at the footnote here, you guys 
mentioned revenue generation rates based on time of day, day of week, etc., and revenue 
generation is simply sales would be in a sales context.. 

I si 

: It could be sales, but it also could be services related where if your reducing costs, ..?... 
revenues and ....?.... 
)WS: Reducing costs... /L-LtaAvT^ 
T : callmg^revenues trends, it could be 



old 



Yeah, that would be better. In a service situation, if jhefe able to save money to the 
company by resolving issued worker.Jkind of ties into the one .. 

h 

Yeah, 

\DWS: And lets talk for a minute about profitability that would also be probably within skill 
level or a call Jiare, wouldn't it? Wouldn't you track that for instance, if I have different 



A 

types of products I'm selling, this person maybe more proficient in selling product ..?.. on 
certain days and less proficient on the days, but he' s better at selling product B . S o you could 
have this broken down by product or service being offered by the call center as well. 
ESfV: Absolutely. 

DWS : And you could even have it indexed by agent skill set which is call type and skill set, I'm not 

sure are the same. , ^-f~ 

Or you can get from a variety area, you can get it - aft -s om e medium^ evel e r atill - sk iil level, 

an agent level and you can also get it from a customer level, aT c omo point information out 

of customer database for that information. 
/" 

)WS: Okay, when say at the agent level, your talking about relative to other agents? 
DSTV: Well, the performance then would be at the agent level, looking at their performance as to 
other agents that have tjjetr skills, whatever would be at the agent level, JpvtC I would be 
tracking thai 

Right, the trends would be tracked on agent level, I'm confused by the statement about 
customer.. \ , »_■» f° 

There's a profitability^cl«se4e^pp1icaftts that are} . as it relates to the customer calling in too, 
so for instance there use to be in the catalog business, so I would send out catalogs to a 
variety of different customers, some of which are more profitable rhap my business than 
others. And they would have a certain key code on the back of their catalog which would tell 
me how profitable they were to my business, as a group. 
WS: May be that's why I always get zeros on all my catalogs. 
'INV: I was going to say why? That's not so great. 



So would that be, so your saying... I don't quite get that either. Is it saying that for the agent 

that we're tracking, how this agent performs with this'kind of customer. 

Right, right, so I have group A, which wen^t group ^by-anything from anybody, because their 

just great customers, their just going to buy anyway. But would they buy more from certain 

groups of agents or certain agents than they were others. May be. And then I have line D 

£ IT Ccawk^ 

customers that, like don't by squat. It's just a whim, it' 3 lik& we_getjCthem to call in and buy 

CLAM- 

something from me and ay better paring them with a certain group of agents than another 

group of agents. Do they become more profitable with certain agents than others. 

So it almost sounds like your taking about customer trends in that situation. 
,j- IS acf/sti 

Well, ...§.. trend^so, I might be the best agent that we have today, from the metrics that we're 
using to support what ..7... means today. But yet, when I peal back the onion, I might not 



be... I might work really well and help the company be profitable with one customer group 



over another customer group. So even though I'm the best agent, you might not want to send 

1 

1 t 



5 

the best customer to me because I work better with the people that are just out there buying 



on a whim. 

I sort of see that, because you know, it's sort of like, well we're talking about time of day 
for example... /, *~ 



So, Is. 



lor example... <r— f 

\ X Agent is better on these kind ... this time of dav, well, agent doe 



Agent is better on these kind ... this time of day, well, agent does better with these kinds of 

* A 

customers rather than these kinds. 

I mean you could look at it for instance like somebody who is high pressure verses low 
pressure in terms of sales, they might be able to convert some of those customers that 
normally wouldn't buy or may be the customers who normally wouldn't buy ...?.. so their 



Ag^xQdXXy laid/ who's willing to say well, have you thought about this. So.... I can kind of see 
that. So a real life example would be when I was actually listening to a telemarketing call 
that I had where the man was on the phone with this lady and she was telling him how she 
was making jam and she was like reciting this jam recipe to him, but she was talking 
to him... I mean he was selling her and the people that were running the company were 
apologizing to me and I said don't apologize to me because he knows how to speak to her 
and she will buy from him, where she might not have bought from a high pressure 
salesperson. 



Yeah, that would be really good to know, especially if your doing any kind of agent 
performance evaluation... yeah, you don't want to bi#g somebody because they handle those 

\o 

That particular agent only clipped two calls that hour, right, where other 1 -0, but he converted 



types of calls that make sales. (JUtf 1 ^ 



and the others only converted 2 out of 1 0, right, you know, so he was a 1 00% for what 
he took, the others were only 20. 

DWjS: It almost sounds like we're... there's two things that are out on the table, one is patterns, 

5 

another one is may be measuring new metric. 
TNV: That's a really good point because how good is this product or service M going to be if 
there's no way for me to measure and |ireof this value back to the customer, back to our 
customer, our Avaya customer. I have to be able to measure it. 
DWS : Yeah, but what are the new metri^that we haven't measured before that we're talking about 
here? 

DMV: Well we kind of start the run hand in hand with business analytics for me. . . to really begin 



to pull apart and and model what my customer base looks like which many customers 
can do today, more of of our, more advanced customers argujng today. And then I've never 
been able to do this at an agent level and I've really never been able to pars' them together 

/ 

I in a meaningful way. So ability is business analytics for me. 
(\ 

E WS: Because may be we need to go after those two concepts patterns using just standard metric-^ 
as well as new metric for pattern measurement and then trying to claim these new metric in 
and of themselves. But I need to have more clarification on what these new metric are and 
it sounds like there all agent focused. 
DSTV: Agent and customer focused for me. 

Do you think we could actually claim the metric. 
DWS: Sure, if you can come up with new ones. But we have to have enough clarification as to 
what they are to distinguish all the art about skills and call types. 

5 

DSTV: I'm not sure it's new metric so much as making use of existing metric in new ways. Mostly 

in linking them, then being able to use them. I mean, I'm not sure... 
DWS: So in new ways, you mean patterns? 

DSTV: Well, I mean taking information that's in two different places and trying to pa^g it and then 
doing the pattern kind of analysis on it and making use of it in terms of scheduling decisions. 
Work scheduling. 

DWS: So talk about the linking for a minute, because that really is the broadest way of looking at 

your invention. 
DSTV: Well, my... 

Kathy, go ahead if you have something. 
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Well, the thing I think your ..>rfl*rhV on the right track, I think these metric live in many 
places, I don't know... I'm sitting here going what new metric did I come up with. I se©-sfatt 
want to think about that a little bit more, but it' s how we pull them together to make le; 




out of them, is that going to be relevant for the customer. So the fact that I only took the calls 

today, okay, if I've sold both of them and ..<?|. took two calls in that hour if I sold or 

4~g*#UsA*. hd^-tilcjJk_ f- 
converted both of them. I suppose to my ..?... ../?... and only converted two. And what does 

that mean and how do I that to come out with meaning for me to say one ..J^Tis more 

highly skilled in this area than another. I guess I have to think more about it, but that's... it's 

coming up with that meaning, what is that meaning.... and .■^r^and how is it relevant for 

customers and I don't you all would know better than I if that could be patented. 

DWS: Well, I mean anything can be patented if no ones done it for. But the question is, we have 

to be able to identify what we want to claim with sufficient specificity to go after it and I'm 

still concerned that, because we can always think of isolated examples, well... in this 

situation I would do this and this, but if you try to ..^filtuation independently, your going 

to have a zillion claims. There has to be a common thread and may be you guys should think 

about that. . . . may be flush that out when we work on the draft of the application. What I can 

do now is just focus on the pattern aspect, because that really is the heart of what you guys 

are going after I think. Collected operation data may include the average amount of time 

spent in the contact and what I just heard, you say Kathy, that it could also consider the 

percentage of successfully handled contacts. Even though the amount of time may be high, 

if the guy's a high percentage of successful completion on contacts, then that's a metric that 

can be used in determining patterns. 
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INV: 



INV: 
DWS: 



0 



I would agree with that. I think that would fall nicely into the one yxU{.. as well. 
And I think what she was saying there too, is your tracking it based on some metrics of the 
) call, like what kind of customer this is for example. So then you can compare that, so okay, 
s person has a success rate of whatever, some percentage... but you want to type that in 
with the kind of calls there in... so what percentage^ success rate did they have with this 
kind of call verses sort of the average, right. So if they do better at this kind of call then the 
other agents then... we want to get that kind of call to them, you know, verses, well, they had 
a success rate that was higher on this other kind of call. But relative to the other agents they 
did worse, so in that case you wouldn't want to give us a call. So your right it is trying to 
measure it against some sort of metric you know you've got first the overall, I would think. 
: So you have. . . . and I think the key thing here is, there' s also another factor that your waiting* 
is part of that which is this dimensioned a determinated pattern, time of day, day of week. 
Also not only temporal but also just event based. So you kind of have two ways of looking 
at the pattern, one is this purely based on time, the other one is based on event or 
combination of time and event. A guy comes in first thing in the morning, gets a bad call, 
he's trashed the rest of the day... 
He's trashed the rest of the day, exactly. 
: So there's.... I think that pretty much is the metric that using to determine pattern, either 
event or time based. * 

A 

I mean I guess the thesis is that people have rhythms and preferences in the way they work 
and if we could discern that and try to steer things to them, so they'll be successful, then 
things, I mean, lots of good things come out of that for the business. 
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I think your right, it's time and event... like what ...?.... let's say three of these kinds of events 
in a row, based on that we can predict that your going to do this on the next thing, so we can 
make an intelligent decision. 
DWS: And overlaying that is, the fact that your looking for patterns based upon call time, agent, 
^stomer. I mean all these metrics then that come in.... 



4edia type. 

DWS: Media type, so you could actually have a series of patterns for a given agent, you could have 
I / /the time of day or event based overlaid with media, then have the same thing overlay with 
f / customer type, have the same. ... so then you could consider all that matching and you could 



w 



say, well, e-mail this customer type... this time of day, this guy's the hottest, then you assign 
to that queue for awhile and your moving these people around. 

\ ohwk 

Their like your concepts ab^f reserve and backup agents, because they may not be peak 

performing during a certain period or after a certain sequence of events, but we want to keep 

them in that skill as a reserve or backup in case the call/the contact center demands that they 

A 

be activated despite the fact that that's not their peak time. 
DWS: So the collected data may then be analyzed to determine any trends related to time of day, 
day of week or event. 0ns agent has„.jT media type^really isn't what you determine the 
pattern based on, it's one of the things that.... I think it's either time or event.... then you, 
with that in mind, then you would begin to look at other factors which would be media type, 



revenue, call type, customer It's kind of like you have two tiers of factors, one, on the one 

hand, your either going to use in your ...?... an event based or time based variable. And then 



* / 




DWS: 
INV: 



(pn the other axis of the plot or... I guess it could be multi-dimensional. You would have 
these other factors, the second group which would be.... 

And your looking for a correlation between those, you know, certain times, certain media or 
better worse, that sort of thing. 

I would say, the way I would like at it, I think, ..?.. the thing about this is if you have an 
event, there's going to be attributes associated with the event and media would be an 
attribute, customer type would be an attribute. 
That's true. 

That's the way I would look at it. 

Yeah, and may be when the guy works on e-mail for 1 hour, he gets bored and his 

Kin 

performance just drops to nothing. So then you pull him off e-mail and put on live contact, 
because some people just don't work well. 
Just saying... that's exactly what we thought when we were coming up with this idea was, 
you know, this person keeps getting that same. . . their doing really well, but they keep getting 
that same thing over and over and over time, their performance starts going down. 

Theirhighlyextrovertedandtheirdoing GU * . T ^ f^°^|^ *uds 

And they just key... you can't just keeping giving them more e-mails or their performance 
is going to keep going down, so what you need to do is give him another kind of thing, you 
need to give him a voice call now, you give him 3 e-mails in a row 
So pattern could also be as you assign them, as you discern certain patterns for this agent and 
then you begin to proactively change their work, that's creating new patterns. Well, when 
I put him on e-mail for now, I'm going to put him in this queue and then I put him on this 
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queue, he does much better than if I take him off e-mail, put him in a different queue, then 

put him in this other queue. So this ..?.. self-feeding. 
INV: Right, optimizing. 
DWS: Yeah, that... 

INY : Yeah, that raises another dimension to this and Kathy probably has already figured this one 



out. Okay, so your moving this agent around based on their behavior patterns. Now as a 
contact center supervisor, how do I show that I am using this agent... \ 
Optimally... 

Optimally.... Well that's something we need to consider. ..?... 
That's an interesting question. 

Because it's like we don't want to ding them because they move every half hour to a different 

media type or some other dimension because the pattern has indicated that that's the way 

they work, they need something new every half hour. 
Or 

Work today, there just having an off day. So I want to move them to different work, their 
not feeling well today or whatever happens to them. . ..hut usually it-stafts^fefmer, but today, 
it would probably a good day to just be an e-mail.... well, ...?.. no. 

Yeah, you did raise that during our discussions where the supervisor might be aware, in a 
manual situation, the supervisor might be aware that a certain person has laryngitis that day. 
Well, you don't want to give him voice contacts.... 
No matter what their trend says, it's going to be .. 
DWS: So with that in mind, with respect to the inputting all these metrics, is the stuff that you 
\ collect, you can collect right now from existing call center data stores, or are you going to 

I 



be creating new... you have to input new data, new tracking mechanisms to do all this stuff. 
INV: Well, part of it is the combination of data like Sarah mentioned earlier. 

CT7*J> 

DWS: Your not tracking really, or are you tracking success... I thought when we talked about what — 
JtjaafrdonG, a lot of call centers are not tracking... if it's not a successful sale, their not really 
/tracking what happened in the contact. 
, INV: I That's why we have to have access to whatever application data there is, so if they've got a 
I | seibel system or something that's tracking the outcomes.... I mean... .we 
DWS*: What is seibel? 

'| nSTV]: Seibel, CRM application, it helps the agents do their job& so it has screens that are specific 

i I " ' " r 

to the type of job their doing. 



It has the bush^iess data.... 

It tracks all your customer data, so if you are a customer of a particular company, only your 
data would be in a system, it could be seibel, it could be oracle, it could be in ...?.. it could 



be in people 



there are many vendors in that space... 



So when you call in and give them your customer number, then the information that they 
have about you would pop up and they would have a place to order entry or whatever it is 
that their task needs to be for fulfilling what you need to do. But that data, we could... there 
are systems that collect that data, it's not collected in the call center or the contact center 
database, but it could be linked through the agent to the call center information. That's what 
we need to do. 

iD WS: So I think there is really two parts of this, one is the module that identifies trends... and then 
v the module that does agent assignment. Is there...?.... it's ...?.... flipped over. Is there 
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anything in the trend identifier that's unique or novel wh^re we can nu^ flowchart farm's. 
How would we do that? Because presumably this thing would be going continually. It 
would be examining old information and new information and it would be doing it on an 
agent by agent basis, so.... 
Realtime too. 



DWjS: It would be.... it wouldn't.... 

0^ OAJL aWMV") 

'.-^rr-imply the trend... the trending information to the next event that's happening to 
determine what you should do. 

I think there are some.. I don't want to rule out the historical aspect because there are some 
trends that repeat for a longer period of time. 

No, but what I'm saying is you... it's a trend over a long period of time, but we want to apply 
the information from that trend to next event. 



...?/.. situation; y 



yeah that's fine, I just want to be clear that there's difference between just 
looking at this point in time verses... I mean I'm thinking that you could have like a score, 
you know, your business can define what they want to score and when, what are the 
parameters of the scoring and then based on that score, we know that, okay, you don't 
perform well during this time period, on this .T^j^rirrgerie^&l, or whatever. 
Well, just like you were saying, even day of week, whatever. 

So, there's something else I'm hearing too, is that we need to consider the pattern that we set 

-hoo 

up for the agent or that the system has set up for the agent as it relates to the scores-field. So, 
if I say, no, you know, 8:00 to 10:00 in the morning I want you to do e-mail and then I want 



you to do^..?TT-tft-noon and whatever that pattern is, and then I want you to work with our 
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gold customers at 1 :00, when you get back from lunch, what impact does that have on the 
agent or ge mcef profiling perspective all of the other agents that I've profiled that way, how 

are/they performing and has the template that I set in place for the agent, where the system 

/ 

ha's set u^place for the agent, what impact would we expect it to have on that particular 
agent JDoes4i- accm to be smart enough to do that? I hope I explained myself well. 
So what your saying, the question your asking is how do I know the agent's actually 
/performing better. Is there performance, you know, improving over time. So you have to 

A 



have some metric that measures an agent. jfi$*^ (MeH/ * C f 

ly I just stack the deck against them. I mean that's really my question, you know, and 
I certainly don't want to do that, I want to run it as optimally as I can, but somebody's 
stacked the deck against them. 

It's kind of critical tha^this particular idea that we have some measure of performance, 
because otherwise, your right, it's like, well we're doing all these funky things, time of day 
and day of week, and we've gotten these in, you know, this agent does better in these kind 
of events, at this time of day and we're making all these decisions, it's like well, are'alents 
actually doing better, with all this. I mean that's sort of a bottom line question that.... 
Is there a modeling that says based on the history that your talking, based on the history of 
how they've been operating, if I change the model up this way, and change their „|L this 
way, what impacts would I see. 

Interesting, well I think there were two things in your statement, Kathy, and one is how do 
I show the agent is improving in their performance, but you also talked about comparing to 
other agents, that becomes a real challenge when it's not apples to apples because different 
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-Mr 



agents are going to have different trends and their going to be assigned different tasks based 
fon their patterns. 

/ 1 think, what I thought you were going to say also is that you probably want to assess the 
' performance of the center <m overall, so given the kind of traffic that you had, wherever it 
came from was of this type, what was your potential and then how did you do against that. 
Because when your talking about did the agent actually do better, I think what your asking 
is, your asking us to assess it against the road not taken and I'm not sure how we do that. I 
mean, we can do some kind of a simulation given the kinds of traffic loads that we had, and 
the mix, but that' s getting to be quite an interesting proj ect. More along the lines of research, 
I think. And I guess I was thinking that the one thing we would do is, at least to start with, 
you take the trending information and feed it into your scheduling package, so that you start 



to rearrange your agents based on what you think their prefexences are and take a look aUhat 



because you have to look at your overall staffing, I mean you can't say, well, everybody hates 
calls in the morning so we won't answer any calls until 1 0:00. I just don't think that's going 
to fly. 

Or nobody wants to answer calls to night... 



Right, ever, ..?.. that's too bad. So... 



So 



del: 



\ ^^There's a lot of good questions out of there, you know, how do I ...? :■. just performing, how 
\ / do I compare them to other agents, how can I ensure that I'm not stacking the deck against 
^ l^Q^t mem w ^ m me templates that say and we have selected, right. Based on history, this is a 
simulation piece, if I change the pattern, what, in fact, would I have. Yeah, there's a lot to 
_ . / that isn't there. It's very very deep .But it's something that's really trying to get at the under 



current of how am I performing and how can I ensure that I'm performing optimally. And 
out there in the marketplace, if there's a way I can do that, I have a huge competitive 



So, I'm going to have to leave Doug, what do we need to do in order to make this work? 

or omJ 
IdWS:1 I think we need to just do a flowchart of the pattern <Mhe trend analysis module, the call 



handling module, we would just, or the agent, whatever, the contact handler we would just 

do the standard flowchart and then just have a box saying where we would overlay the 

trending information as part of the decisions as to what call gets sent where, what agent gets 

sent where. ..?.. have that ....?... for this.... Lets see.... I guess we don't have them 

Yeah, I guess, I would think may be you would start with having the trending analysis go to 

the workplace management system and then having that adjust the agent work schedule and 

also by adjusting their skills. What their going to get, you know, what their available for, 
J 

during particular times... at least start that way, rather than trying to bite off the real time 
pieces, because I think that's going to be trickier. 
DWS: Yeah, because if you just do it, if this thing continually selects an agent, does the analysis, 
then selects the next agent, does the analysis, selects the next agent, does the analysis, it's not 
really realtime, but it's going to continue and be updating its trend analysis on an agent to 
reflect newly received information even though there may be somewhat of a lapse in....^ w - 
Alright, no problem. 

INV: ...?.... You have a ...?... it doesn't stray ..?.. key to this is, well I don't know, did we talk 
about that... 

They handled this event and they didn't do very well at it right now, so now we're going to 
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' change our whole I thought the whole idea behind this was, we got this pattern over time 

that we collected and we're going kinda try to stick to that, you know, for now, we're not 

' W i 
going to change things on the fly here because they did that at the last.... , U al d . 

V : Right because we did not want to make the assumption of just because .^rrlo^t contact, that 

that's a trend. 



...?.. we just start with the flowchart. Just, I guess the first whole that we start, the next one 
would be next agent... so start... select agent, then what are we doing for that agent. Select 
time of day, select .... 

I guess I was thinking of a different flowchart.... where ... 
: Just draw it on the board, if you don't mind. 

..?... side here.... I think we're going to be drawing on the board, so.... 

Okay, well, make sure you write clearly... 

pkay, I'm going to have to stop right now. 
/ So far, he hasn't written anything. I / / / I \ 

Somehow we have ftcx....^ 

ele ctrics ■ . ^^ust-ferrrr^?^. 

I guess through this process, I just want to ensure that, and I'm sorry for all the brainstorming 
here, it's probably not the appropriate place to do it, but we're still in fact with what we've 
already conceptualized and I hope I didn't derail us to a point where we're not there. 
: No, I guess what we're focusing on is identifying how we're going to approach the patent 
application as far as the different software modules and the key one here is the pattern or 



trend identification module. And that's what he's putting upon the board. 



INV: Oh, okay. 

It's ...?... I guess, it's like collect the metric and then I'd say you'd have to identify the 

patterns. Collect t^netric, identify patterns and then as Sarah was saying, and I think we 

need to think about how this should be done and ovj realtime environment, but I think the 

simplest first step would be to feed this into a workforce management application and that 

^-^W-lVa ; 

would be into - the agents scheduling. 

Are we then saying that we need to have a work force management application in place in 
order for this to be a viable product for customer. 

I think that would be an example, Kathy, I don't think we'd want to say it's a hard and fast 
rule that you have to a work force management pac kage . 
Right, okay. ' 

Okay, and thanks for that verification. So you feed into some module or application that 
jj^ J- controls the agents scheduling, controls the agents, you know, going back to Doug's point, 
it could control you know whether or not, which queues there in, it could control which are 
they a primary or backup or reserve agent, so there's some controlling module that says the 



agents available for these types of contacts during this time period or after everythings...?... 

Is that what work force management does is give you that sort of granularly ..Ja. this time of 
S 

/ day. It change^ things based on time of day, kind of stuff or.... 



V 



Kathy, does the work force management packages get down to level of saying that I want this 
agent to be working on voice calls for this time period. 



That's a really good question, I think the work force management will get to the point where 
1 I it says I need an agent to work on voice calls for this time period, not a specific person. 



4 



\ With work force management today, I assume, I believe they have, okay, this agent is 
' scheduled from 8:00 to 5:00 with a lunch period between 1 1 :30 and 12:00 and a couple of 

15 minute breaks and then b#\}e training plans in there, so it probably does not today get 

down to the level of skills and ...?... 

That's correct, they don't tell you, you need 5 agents on in that skill set, to handle voice calls, 
so I'll need 5 agents to handle gold voice calls coming in between the hours of 8 and 10. 
Yeah, so work force management is probably the wrong thing. 

Well your going to need a package like that to ensure you have coverage, so the example I 
would teach, but I wouldn't make it so that it's limiting and ot her-possibili ties where I have 
customers that don't have work force management packages. So, to Sarah's point, you 
know, I got to make sure that my calls are being covered, as they come in. 
Okay, so you have this agent scheduling, I'm trying to think of a yord there that where it's . i i 
assigning queues verses, you know, primary/backup reserve. I don't know what teat-is- ' 




Well, I call them agent templates, if it's at the agent level, what is their template, what skill 
sets do they have and are they a reserve or a backup or primary for particular skill or service 
class. 

So you think the agent template would be updated based on the patterns? 
It could be. 
That makes sense. 

Okay, so based on this agent template, that determines what types of contacts that or task; it 
doesn't have to be contact, type of contact or tasks that is assigned to that agent. It's one of 
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the factors in the decision, it isn't necessarily the OYa^ng factor. Does that make sense 

A 

Kathy? 

f It makes sense, I want to make sure that I have coverage for all the work that's coming in to 
it's appropriate level, service objective or level and I still want to be very fair to my agent, 

I want to optimize that. Today I can say I need 5 people on voice for Gold ^the morning and 



then I can run inherence reports throughout the day to see if first of all the agent is trying to 

perform in those tasks and is the call volume of these calls because it is easier, coming in at 

that rate to still say that I need 5 agents, maybe I don't now, maybe I only need 3 or may be 

I need more, may be I need 10 depending on the call volume coming in for that particular 

skill. So we have to consider the inbound work volume and how that impacts all of this 

trending to. 

Yeah, so you have to consider the contact center environment and how that factors in and 
liow that maps to the agent templates. That makes sense. 
DWS:/ So the agent templates would include basically the agent profile plus any trend information. 
INV:/ And they-ar^ history, right which would be the trend I think your talking about and those 
patterns. 

^S: So are we done with that flowchart? 
I think so. 

Well, I do think that we... don't we need to expand a little bit on that collective metric. 

Oh come on, as far as the operational data and the business data or 

Yes, like what metric are we collecting here and like whenT^?. thing we talked about is like 
things like time of day, day of week, that kind of stuff as well as event type, what kind of 



media, what kind of customer type. 
Okay, you want time, event, results, 
DWS: Media, customer, type 

And I would include like.... 



DWS: ...call type 



HNTV : . . .media customer type as type dimensions that are variable, so a customer could define what 
j dimensions they want to build this around. Because one customer may choose customers, 
j groups of customers and oth^customer^ ...JL media type.. ..or both, I mean.. 
DWS: I want to elaborate on the identified patterns and I just did a real quick flowchart, I'll just 
throw it... I think the easiest thing is for you to look at what I did, save me the time. 

A 

Basically, this is what happens in this box here, you start, you select an agent, then you 
retrieve the historical data in the agent template for the agent. Historical data is basically 
this, in the metric. It's just.... whatever information you have accumulated about the call 
center is-*ekted'to this agent, just get it. Then you select the criteria to perform the trend 
pattern analysis and that's kind of free floating because there are so many different ways you 
can do it and we've gone through a lot of those during the meeting. Then you analyze it for 
the pattern, then you update the agent template to reflect any patterns you identify, then you 
just get the next agent and just repeat it. 
INV: And this could be, I mean, and this process could be done periodically... 
Yeah, this doesn't strike me as a realtime thing. 

DWS: No, it's based purely on historical. Now what happened 5 minutes ago all of a sudden is 

\ \ 

historical, so it's not realtime, I mean it's near realtime. 



INV: But you could run this like once an hour or it could be continually going on 
/ over a period of time and it repeats every hour. 
WS: And something else you could do, you could do... 

..?..dooncead^y... ( J^^ ^ 

It depends or/what your granularity is... 




■Jp. soul? 
thrp«gh agent 



6>u 



•ept4e-drrrsp many contacts to, so you know, if I have lots and lots of interaction during 
an hour, I might want to run it by you know every 20th contact or every 30th, whatever that 
number is. 

DWS: /And something else you could do is you could... and they may be doing this already in call 
\ centers, but you could, for each agent, kind of a trial period where you identify the strengths 
^) J and weaknesses of the agent by putting them on different, in different situations and then 
'i / monitoring what happens and then you run each agent through the same set of exercises and 
when your done, you kind of a base comparison of apples and apples among all the agents. 
And that would be... you could use that preliminarily to identify some early trends and then 
just kind of use that to guide the trend analysis down the road. 

I really like that because I was struggling with how would you start this, right, type of 
engagement with the customers, so how would you go out and say okay, we're going to put 
all these systems in now, we're going to help you do this and then their going to look at you, 
and say, well how do I design it to get ready for that. And my answer before you made that 
statement would have been well what skills 4ees-hy have for them today, what skills does""" 
" Jjerhave in place for them today, you start with that template and then let the system learn 
over time. 
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D WS : And I suppose you could even do, you could even give personality profile tests which would 
give you an indication of how you want to structure that test protocol, if you will, or that 
series of exercises, that are just standard exercises. If the guy is an introvert, you may want 




^ to focus him more on medi 



don't require live contact and see how he 



performs.. ..somebody ^extroverted, may be you want to do a different protocol that's 
focused more on live contacts and different types of live contacts. 



typesofl: 



And your doing a lot with these experiments that too or use... if you start.... also add 
in other data that says my preference is not .l^q^JX^- really until 10:00, just because I'm not 



a morning person. 

DyS: Yeah, and I'm not sure we can really throw that in claims, but it provides nice background 
of how you would initially start this thing going. And then over time, the agent may grow 
bored with his job duties and want more challenge which means he want to work more live 
ticfe. 

ell I think we need to make it so that when you start up the system, you can manually 
'design those templates for an agent based on what the supervisor knows about that agent 
whether it's through testing or actual experience, but then also, I've, based on Kathy's 
statement about modeling, at some point you may ran Ihem modeling... arr^r indicates that 
may be a different template would be different for this agent, so you go in and redefine the 
new criteria or, you know, tramcrs within the template and then you try that out and over 
time you try just to make sure that new template is working out. So I think you need to be 

to, initially set it up d&A/pu potentially manual change later in time, c,^ , ] 
Yeah, you know, when you say ab ou t ..?.. o u t, they think that we're starting off being very 




fair to the agent and very agent friendly, I'm going to use that term with the agents and then 
at some point in time, I say okay, business is business, this is how your performing, this is 
where I'm going to put you because I can optimize your talents ..?rrvaries, whether you like 
it or not, kind of thing. I mean you might end up with a-rr?^. kind of interesting. 
Are you saying that' s good or bad? 

No, I don't know that I can make that assessment. I think it'll be good in some cases and 
may be the agent won't be happy, but their performance will be optimized. But the business 
will be happy. 

I mean the agent could go to the supervisor and say, you know, look, I'd really like to start 
training to do more or other certain contact ./hrr^o a certain.^^whatever. And there's...? 
As far as training classes their going to do that too, right. Bring them into a different ..?.. or 
...?... 

Exactly, which it would be really great if we could feed the training results into the 
identification patterns. 

I think I have two single results, not just the testing results. What is the ..?.... training you 
took. How does that compare to the group of people that came out of the training. 
But I think we're going. I was ..?... now... 
DWS: I think, I've got a pretty good idea of what's going on and I think can write the application 
now. It's going to have a lot of blanks for your guys to fill in. I wanted to find out about 
inventorship. What did each person contribute to this or if you can't really break it down, 
just confirm that the group kind of collectively come up with the concept of pattern or trend 
identification. 
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the problem arises what people are dong now and what their not doing. And then we can 
move on to the invention... we'll just put ah.... we could just draw a system diagram when 
the call center with agents, come up with a name for the module that's handling this and 
would assume we could use the same drawing on all three of these. And then just do a 
flowchart of the module that's collecting the... is this true value.... collecting the information 
and then there would probably be another simple module that whenever a call comes in, you , 
would access the database, look at the records and do a simple comparison of value verses 
estimated waiting time and Gold ..?.. call center... I didn't realize there's a ton of patents it 
this area. \ 
TNVw Okay, I think the basic problem here is that we don't take into account how valuable the 
customer is, the organization in determining how we're going to deal with that customer. 
That's the sort of...?.... problem. In other words, we have there's a lot of information that's 
kept about, you know, may be what kind of customer 4s4here and you know, what kinds of, 

r...-sam^... we're going to try and figure 



you know, abilities we have to service that customer., 
out what the actual value is of a customer. 



A 



\ 



DWS: I know that people have patented the idea and I know we have some applications pending 
right now where sales history, j«st-one of the ...? ~ 



a value to the customer. 
People have assigned values to customers before. You identified some of the reasons we 
look at sales history, look at social econ omic, information.... 
INV: Yeah, demographic ...?... 
DWS: Frequency of contacting the call center... 

INV: But most of that is trying to predict the profitability. . . or not profitability, but the revenue that 
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a customer would drive and what this is trying to get is the profitability so one of the things 
we talked about was we don't really get kind of a handle on the cost of servicing that 
customer. . . . where both my initial sales cost as well as and cosyin servicing. . . so I might have 
a customer that calls all the time and I don't, I may think that customer is profitable. 

DWS: I have a few of those. 

INV: ...? 

I may thinktljere profitable j^a^, but it turns out because their using very expensive research 
or whatever and once I know kind of their true.... know this true value, I can move those 
customers into becoming profitable customers, because I could move them to either self 
service or other things that are improving their profitability. Because right now, I think what 
we do, is we focus on revenue generation and not what it's costing me to generate that 
revenue. In fact, you might have a customer who buys a moderate amount, lets say, from 
you, but does it in a very cheap way, so you use your web interface, so whatever which 
doesn't cost you very much. They never call for assistance, they just... their cheap, it's easy 
money in a sense that the margins are good. Whereas, you might help somebody else who 
is a high revenue customer, but also is a high cost customer because their constantly-usder- - 
-sa l e ...?... TT-sales or for whatever using the most expensive resources. I think that's the big 
part of what this one was. We've got a lot of data in the call center that says what your cost/^ 
_-<T?Trr and ypa haven't used that in computing your true value. And then making the right 
decisions based on your true value. 
DWS : Once you know the true. . . well, your looking at the cost so you could. ... oh, here it is, yeah. . . 
your doing... once you determine the cost of servicing, then your subtracting that out from \ 
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the revenue and your actually coming up with a net value of the customer. It could be 

negative, it could be positive 

INV: Right, ..?... negative because your cost could be really high and the customers are always 

buying things that ? . . . . whatever and it turns out your actually losing money on . ^L~^ 

...?.:. return more than thaU ^.T r ..... retotps or^. the cost of that. 
DWS: So revenue would be basically items sold, less items returned. So you would consider 

returns. 

INV: ...?.. should include that in here, yeah. You ..?.. understand true values. So you kind of see 
and I think, in a way, customers. . . many customers, ... a lot of customers look at pure revenue, 
some might look at revenue .rrhrr-a^ margin... but they don't ..!jL. this contact ..<3<P<lA 
They don't really see the picture of the cost... 

DWS: Has anyone .^^rgkaowle^^in the call center ever looked at revenue less any cost .jds^Us, 

INV: Not that I know of. 

DWS: But just even the idea of reducing the revenue figure by cost is novel. Then we drop down 
to the.... I think, within a call center application... I mean accountants do it everyday... but 
are we doing it to identify the value of the customer, this is the... 

INV: In the past, .rrfj. talked about like lifetime value, that their computing a lifetime value and 

some.... you know, I think that's been vague enough, or just thrown out there, that it could 

I loobd jjL c«A& Aij , C&s>h> 

include, some people could haveT ?. . in the pa^scs Tthat oh^ fiTg oI^ to track down...?rran( 

there's my profitability. I don't think it's very common. 

DWS: Do you know for a fact that anyone's done it or is it just conjecture. 

INV: I don't know.... 
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DWS: I would claim it that way, where your and I would do it in an environment and the 
environment is a contact center where your allocating resources based upon a value 
associated with the customer, wherein the value is a revenue less a cost associated with that 
customer. And that's basically the claim. And then we... 
INV: We have one claim around I would think cost alone. 
DWS: Or just any cost. » i JL -h ' 



j4 

INV: Or just any cost, okay. ..?... then you have^claims that cost^the^va^ 

"Reenter cost^ of return,^o^f of service and cost of sales... ^cWof goods. 
DWS: That's good, cost of returns which is self-explanatory, cost of sales which is 
INV: Cogs. 
DWS: Cogs 

INV: Well, no, and usually ....?... 

And it's also there's a cost associated with you know the, in fact we talked about that^.X?^. 
W^rtty; sale and somebody calls into the center and there's a cost associated with that, 



\./At" right, you have an agent 

W do a self service or whether they do drrrft^. service ^rr^r^x^C ! 
DWS: So there's... from an accounting standpoint, there's fixed and variable costs. So we would 

,/ identify both and the cost would wherein the cost, the cost is fixed, then the cost ii 

variable... under fixed costs, we have costs t hat get sold Does that include variables 

INV: ..?.. variable... 



Fixed cost would be... . / 

It would d e p e nd uprm how many sales .. 
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DWS: Overhead. 

INV: ....?.... the total cost of your... 

Electricity for my center, ..j/f.: 
DWS: Variable costs would be costs 
INV: ...?.. cost... 



4 



li- 



my center ?... 

ile k° 
^ ir 



DWS: And then this contact extefidsT.... And thataosts that-getsold. It's been a long time since I 
took my accounting class. That's determined based upon... There's no overhead allocation 
in that, that's purely based upon 

INV: 



j. typically it's just your variable cost for each 
DWS : So the manufacturing costs define a manufacturer would be if I'm a retailer and I'm a middle 



man, it would be the costI_get,cl 
INV: rrrr?.. that one sale. There was some and 



for the item. 



manufactunng that"! probably can't break out 



...?... 



DWS: This contact expense and apparently there's a variable and a fixed cost associated with that. 

Why don't we talk about that? . 
INV: ...?.... more So, I think, equipment costs, sometimes my network transport could b( 



variable ae$st-and I could be.... depending on my type of media that f . — . 
I think I can buy .... unde r the service .ft\. variable rate o 
the contact expenses, I don't really have the actual 

due to all talking at the same time variable ...?.... agent ?.. estimatiojn, 

okay, this i s And I have the big so you have .tt ?.. fop each cost or agent tir le 

^ l/V ^...f L .^ / WeU. I think your... I mean your agent cost is variable in the sense that, depending 

\ 




4* iS 

on how long you pay with the agent, you n e tted - a transaction or a contact related cost. 
How much time it takes you 

And you could actually calculate an average agent cost per dollar revenue... for a particu lar 

transaction for that customer (yw lUi t 

There are fixed costs and associated with . / ^agent .."^fcu? ~f~& 

Right, sure. 

DWS : So there would be an overhead allocation for that specific agent, then he would have to bre^ 
^ vj e ^ down inlays, break it down into hours and look at the duration of this contact. 

INV: All the contacts for 

DWS: All the contacts for this customer... 
INV : For this customer. . . 
DWS: And then allocate the overhead wf^ that. 

INV: And which, like she was saying, it includes every contact with the customer whether there 
was a sale or not a sale and I mean., a customer may call in, talk to you about buying 

/a^[ttittHfg- 



something, but they don't buy anything, and then they call you 5 times and finally afequiti 



time they bought it, and then after they buy it, then they call you 5 more times trying to figure 
out how to use this thing and .... It's all, every contact that that customer makes, i t doe s 
Now, when we, and you have this downhere to, but one of the variabilities in variable cost, 
would be you know, the ..?.. of the agent tha^ require, so depending on this particu 
customer, for whatever reason, mad^it-the product their buying requires a higher skill lev el, 
so it has a higher cost, so the average cost really should be the skill level. 
Well it's really the .Jh?.. say, the sound!.... 



Oh yeah, 

So yeah, this time they contacted a chief agent, so that agent's cheaper, and so that's going 
to be factored in verses other time they contacted expenses 

But you kind of want to take off the variability... of, they just happen to get a brand new 



agent, and they have to be achieved'. I'd rather do it based on the average for that skill or 
something as opposed to the average to that one agent is all I'm thinking. ..3 .. r e quire s. 
If they require a more skilled agent then less skilled agent based on 



DWS: So you could split your agents up into groups and you could do 

INV: You could .j^average per agent or agent group^. And you probably want claims afound 
both of those. 

DWS: We have different skill levels... you'd want to split up in groups. : ..?.... viiye An agent cost 

would include the agents s.ales". Basically it' s any expense that is unique, or that is associated 

with that agent, then the agent overhead is any expense that is not specifically associated with 

that agent. So if he has special specific types of equipment on his desk, that other agents 

his Sa>* 

don't have because of the skillif level, then that would be factored into tfe-cost, a sale rate. 
INV: His overhead. . n 

DWS: Okay. And you could also do something with, I know this is kind of but couldn't you 
do something with opportunity costs? Where I have a highly skilled agent and somebody 



; with opportunity costs? Where I hs 



calls in ?/.. anything done, but I have 5 people in queue and if I put a customer on that 

agent, prevents himself from servicing somebody else... 
INV : And we do have ....?.. that ' s pretty much the way a maximizer works . The more skills I have, 
the least likely I'm going to get things to work, because my of my opportunity. Csxdl 
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DWS: So that's where you ...? 

INV: Yeah, yeah 

DWS : So we have to be careful that we're not focusing on hypothetical cost here, this is a hard cost j 

INV: . . . .^^ymijxmld-faave done yea h, some of f . . Well, and I think part of this, 

the idea here was to be able to go through a queue that' s waiting and say, you know. . . instead 
of saying.... who's waited the longest.... you say, which of the people who are currently in 

v y, queue, where do we the biggest profit, so which one should be chosen next. Potentially, your 

77 houy /c*l -rh>H d~ bu-Zo M) 

also taking into account along boon waiting, but, I think that, but, yeah, t h e re ccjrild -eot be 

•7 ^ ;J£^onsideration..../yi«s is a reconsideration. 

DWS : Yes, you could have policy gb-feeugh-a service center, presumably whatever queue their put 
/> 

in has to be serviced within a certain period of time and issue.... this would be, when you 
have the flexibility to make this decision, you would do it, but as you approach that policy 

criteria, you would 

INV: potentially ...?.... 

Potentially or not.... I mean, they would have a choice. 

And this became the most important factor then you wouldn't throw it out if your like the top 

ash 

guy that... £rhj precedence over time. It depends on how you want to do it, of course... 

Imean you could still... I mean... it gets complicated because you could say, well,-^., if my 

xljet vice & h 

customer is the highest value it's going to be is, ..we predicted/it's going to be o bviou3 th at-^ 
"* *rt^7service time, then fine, lose them, we'll take the one that's out of bounds. But if not, 



we're definitely going to go with the personal/.? :, value, that kind of thing.... I mean, 




business can get pretty complicated, but... 

DWS: Then you could also, that one case we worked on, one of the things we talked about was 
offering alternative service arrangements for somebody whrris-fee^- and may be the value 
would be used to identify whether you want to offer the person to go ™,? tr/ resource 

INV: Message^TjrrnT^TTTTTTT^ — triabatebsiter... 

DWS: So this would be used to allocate the agent from a group of agents or to allocate different 

types of resources to the people waiting in ..lQ^. 
INV: ^yf^f service... You got it. 
DWS: The agent cost is the summation of agent time... 
INV: Historically agent time ?.... 

DWS : Oh the agent cost could be historical or ^y^.. the customer value could be historical or based 
over some predetermined period of time^presumably information will get stale at some point 
I got a customer for 20 years with the devaluation of the dollar, it makes no sense to inclu 
information 20 years ago. 
INV: Yeah, and that's true, this would need to be refreshed with each interaction, right, my true 
value needs to be recalculated with each interaction or at the completion of each interaction. 
And I'm assuming that it relates to some period of time and I think you could do a wait 

,. in my true value 



list like we do with everything else, the most recent ., 

DWS: That's a good point. 



INV : . . ? . . take that little business scenario thing that I wrote up and we talked about that having. . . 
this particular company wi l l wait - t he last 6 months, you know, heavier than the time before 
that. But you would really want to make something that's ... 
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Administrable or whatever ...?.... 

Yeah, how they want to do it, how do they want to wait it. 
DWS: With respect to agent cost ...?.... this is all media types, right. Really this should be resource 

cost, shouldn't it. — — 

INV: Yeah, it should. 

DWS: EJoes this include automated or human resources. The agent cost is equal to the summation 
of the agent time, does that basically do.... what he works every day? 8 hours 

INV: No, that's just it' s-r^rrar time -^contact. ^ for this customer so the summation for 

this customer for each contact the time, times the cost. 

DWS: Sort of dollars per minute probably. And that would be a combination... no that would just 



just 

numbers here, you have variable costs ao you to agent overhead, then you have fixed cost 



be... cost is for the agen^ost, contact 4s : thtS7.. okay, so aren't you double including some 



' " * st / 

and contact expense, isn't that a double inclusion. 

INV: Lets see the variable cost would be the agent cost plus the fees in overhead. 

DWS: But the agent overhead is going .... 
INV: It's fixed. 

DWS: It's fixed, so whoa w o uld tliiy be variable, would it just be agent cost or the variable cost 

because the fixed cost is going to come in through the overhead in the prior equation. 
INV: Well, I guess it depends on how you do your accounting 

Oh, well you ...... inaudible due to talking at same time.... 

He* 4p 

.^7^... agent over head as being specifically the management which is going to be variable 
based on how many agents you have, supply costs for the agent and then outer-surface cost3 



of the agent. 
DWS: So your right... 

INV : Well it' s a very variable cost but then that cost associated with a particular contact, because , 
there not, we're not paying for that, you know, so many dollars per minute for these things, j 

Well r Trn L rrrthje agent So the contact stgptfp is my variable agent cost plus my variable 

non-agent cost, plus my fixed cost. I mean that variable overhead, I pretty much if you 
do a substitution... 



ut 



COO 

DWS: Yeah, you'd have to define each ...?: rhad 10 bp cost which are overhead, but specifically 

eligible to that agent. Whereas fixed cost is anything that is not specifically e ligibl e to thii 

hi ocx-V 

agent, it's more whether that agent is there or not, it's still going ...Sh^\. And then you have 
agent overhead.... okay, there you have it, is equal to management-for-supply costs, plus i^oi 
of service cost, what that is. 

INV: The time the agents not handling contacts, because you will got to pay the agent for 
sitting there for .. 

DWS: So what's the dollar value or how long is ..?... / 

INV: It's essentially the occupancy. I mean you can't to work, have them working every... You 
it It? 

see, . . .: ? - . . . . | non- working costs that your paying them for 

DWS: Costper....?<^fe?f^ 

INV: Think of a better wa^t°J a y tnat - There still working, but it's not contact related. 
DWS: So why wouldn't be captured in agent cost for time? 
INV: Because that's per each contact. 

That's the time ..?.. the contact with the customer. 
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EXHIBIT B - CONT'D. 



So that's where you need... and you can't really allocate the out of service cost to each 
customer. 
You don't want to. 

Well, she'd do it somehow on a percentage basis ....?.... 
fajr if i a*« why 

DWS: W o uld it ..?.. wuj^ i n 8 hours a day, simple, when I'm working 8 hours a day. And lets say 

my salary breaks down each day to .... ?... a day, whatever is reasonable, I don't know what 

the].$v... And so I do a dollars per minute computation on myself which includes my-oid— - / 

service palls, so then when somebody calls out, I'm basically taking my time for that call plus 

my dollar per minute time on average. And what your saying is, well, if that's true, you 

could do it that way or you could be a little bit more elaborate, you could say well, I'm going 

*Zco I 

to take 8 hours, an hour lunch, therefore it's 7 hours, I'm paying this person.. ..r-^t../ 
.something's breaking down.... I if 

INV : Well, if what .... I mean, what your trying to do is a port i o yrc^ cost of the contact relative i 
the agents cost. Well the agent has a cost that includes the salary and all the solutions, 
mean the salary basically includes the out of service costs. So by just saying you.... if it's ju 

i 

jsB^dollars per minute, that can represent... I mean that is good. 
It depends A\. on what you dcrttr«^ oU^j 

Essentially, that's how much my time is worth and the fact that some of that time is not 



working time....^. effect that calculation. 
Your not going to charge any one customer for smne-^. . . Is that what you were planning 
to do, is allocate some add-sorry additional kicker on that this is costing me for eaph 
customer. Because you could take, say, it's ah... this person 
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m costing me a dollar a minute, 



now I know that his occupancy is only 80%. So are you going to take that dollar a minujte 

and bump it to a $1.20, -although that's not quite accurate. And say that's my real cost froir. 

that agent because that's his productive time. I have to take his cost and move it into his 

productive time. Is that what you were thinking of evefttttarry doing? Because there's n<j 

way you could do that on a day to day basis to say, oh, you have 4 hours of training today] 

so those suckers who called you during the other 4 hours and I think it doesn't matter,' 
A 

because you either use the dollar for everybody, or you use the $1 .20 for everybody, I me: 
relatively speaking. So it doesn't matter if what your trying to do is understand h< 
profitable your customers are as long as what your doing is comparable for the agent. 
And you probably did it, probably didn't ?.... 

I don't think it matters, I think you decide your name is. . . you know the plumber charges 
whatever $35.00 an hour or whatever becausejour paying for that expertise and not... 

DWS: And his travel time. 

INV: Right.... 

DWS: He doesn't bill you for his travel time. 

INV: T-hat's right, exclusive ly. So what we're saying is we don't really need this out of service 
time included in our overhead. We can still get a good calculation of my agent cost, my 
variable cost ,,^?Xr--itIyAY_ariabie^ Okay. 
Yeah and you look at simplified. In fact, we had it simpler... ^^nd then we get 

Yeah, we didn't whatever this version was Randy that I pulled on March 1 7 doesn't have 

that in here. I thought, what's he talking about I apparently didn't get the very latest 

...but close to it. 
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Okay, so well, I mean, we had it simpler and now we added this in, I'm not sure I 

think it was in a discussion I was handling it for out of the 
Well, it was a good idea. , 
DWS: I mean he called it out. Because it is something that needs to be mentioned. So^wedojust 
a simple call center and we'll plan on using that for all these and then we can do a couple of 
quick flowcharts just on the module that tracks the information and updates the database, 



ick flowcharts mst 
then modular decides calls. 



INV: But we want to stick with calls opposed to contacts ..?... 

ft 

DWS: No, it's got to be contact. 
INV: Okay, so you can do cheaper media than calls. 

DWS: Okay, I'm thinking ofa multi-media call center where it. ..?... Okay. Yeah, we went through 
this on these little automated agent thing^we did, remember we went through and identified 
and defined the contact center, I'll probably reuse a lot of that. 
INV: That's good, that's fine. 
DWS: For this one. So you've got your switch server. 

INV: Yeah, so we draw on this ? ? outline ....? very well should 

be 

Okay, so we're.... 
in the claiming mode. 



DWS: Just a simple multi-media contact center. 
': • >..?.... contact center 



INV: 0..?.... contact center 

Just draw like what with an agent ID or yeah.... It's a box.., 
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Is a box okay multi-media boxes it's a solution .. 

But we don't patent solutions, we patent boxes. Don't put it back, throw it/away. 
DWS: You shoot like a Nugget. 
INV : So you have your. . . . 

...?... media coming in.... 

Well what we had is truly multiple boxes. We ..?.. show.i like a^black box.... you have 

voice coming in 
DWS: What if we do a PTSN and a data network... 
INV: Yeah, we could do that. 
DWS: Have it be more 

INV: Something you may be already have a picture somewhat ..../.. \ PTSN ...?.... your going to 

have your Internet or something to 

DWS: Just call it data network, it could be a .... 
INV: Yeah, data network, that you could bring in e-mail, bring in... 

customer out here 

DWS: Yeah, we should do one off each cloud. 
INV: Yeah, no doubt that work with the customer too. 
DWS: This call with a communication device. 
INV: And here.... it's coming in really at the Internet, right? 

Yeah, but he wants you to call it a data network, so we can include in the 

wham, wham, whatever. 

Private public 
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So these are .... this is twp kinds that j&e coming up to here, though, right. 
Well, I mean.... 




ITS 



And...?... 

In essence, it could be IP v 
It could be voice, that's ti 

It could be ?.. e-mail,^t qould be anything... fax... 

So this could be another kind of device here. . . . 

Okay, then so inside the' box] do you like to show anything in the box? 
This is the contact...?. 

DWS: You should show a database, and we should show the module that's tracking and then we 

should show some kind of a work allocator or item. 
INV: Yeah, kind of a... 

WS: Item and allocator. 
INV : Router research. . . . 

DWS: and queues, we should show queues, item allocator, a tracking module... 
INV: But you already what you want, so why don't you just draw it. You know this stuff. 

DWS: and you guys and correct me. 

INV: You've got more ....?.... less than us. 

DWS: So it's bigger, we'll call it ..?.. server really it's a multi-media server... We'll have some 

queues.... I 
INV: Call it work queues and H. . . queues that your looking at. 
DWS: I'm going to put the agents hanging off the other side.... tl 
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going to have a.... What's a good name for something that allocates work items to agents? 

INV: Work distributor 

DWS: some kind of an agent. 
INV: Work distribution or 

Work distribution ....yeah, work distribution actually. 
DWS: You could also call it resource manager I guess. 
INV: Yeah, resource 

And then that's going to talk or.... you need a box that's going to say here is where 1 the 

invention is, right. You have the database and then you have something that's talking to the 

resource manager and talking to the database coming up the true value. 

Actually, it's not just a single database either... 

It doesn't matter, we can reference ...?.... 
DWS: Well, you'd have a customer profile.... means we are storing everything. 
INV: Who do you say ? What-not in our single database, for a logical data 

beautiful thing. 

We have a link to anything else you want ...?... to find in a logical database. 
DWS: So we'll call this then the.... this is the key, what areweg^mgto 

the database... that collects the information, updates the client profiles or the custome 



profiles and then feeds that information to the resource manager. ..?... this is the invention. 

nds like 



INV: Yep, the true value calculating engine... I don't know, possible true value soun 

a hardware doesn't it. value about like, no value, I know. 

DWS: And I guess there's something here, there's really two ways to look at what yoi * hi e 
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done over deciding the name. Your looking at, your offsetting revenue with cost, but you 
could do this purely on a cost basis. Where if, I'm selling widgets and there all the same 
price, ancH-re^Tj|I'mrnore of aresource driven..; . .■;?...... j ..... inaudible due to talking at 

same time , yeah, yeah, I may want to just purely focus on cost so when we do the claims, 

I'm reluctant to put revenue in as an element in the broadest claim. So whatever we picture 
should have something as far as cost in it, because when the Examiner sees that, typically 
what they do when they get a case is they read „.?.. or read the summary, look at the claims 
and look at the drawings. So to try to get him away from all that stuff that's out there, all 
those multitude of patents we're talking about.... 
INV: How much revenue .... company ..^$9... COnsvUwcj (s\ w(-fi^ 
DWS: I want to pick a word for this agent that has cost in it somehow. 
INV: Cost or expense or either one. 

DWS: We could say cost tracking agent cost or expenses is another one. 

INV: I guess that... I'm thinking more.... tracking sounds more passive and not do anything.... 

...?... determination rather 
DWS: Determining agent.... 
INV: Well I was thinking c ost determinat ion or something .... cost assessment... I don't know. 
I sort of cruise back at that terminology a little bit. Well, at least the original idea was ti 
rfberrsrnp on profitability.... It is like, well, the cost for this guy could ...?... look grept, I 

L 1 4vu mown CM3U ' 



but you know ? finally use "atwkys look bad, but hey, ..^a 

better, so.... 

DWS: Well that's going to be the prime embodiment we talked abou is ^ ha1 /ou I scribed But 
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when you do these claims, you think about what haven't people done before and that's the 



broadest claim. Nobody has ever taken costs and associated it in any way with allocating 

res&tj, ...?.... We've all done value of some type, but the same kind of value your doing, but 

no one to my knowledge has ever taken contact costs as a measure in determining who gives 

what work ...?.... and it's a common denominator in what your preferred embodiment is, so 
lh 

we ought to claim just the use of cost-an^r work allocation period. Any kind of cost, it's just 
some cost associated with the contact. Have it be really general. i / 

INV: But it is.... but, I think the other thing is true is that we're trying to associate poss ible - 

particular customer. 
DWS: That's why it's associated with the contact.... 
INV: Yeah, associated with the contact, but when you contact, it you could consider it one 
interaction, you know, especially when we're identifying the cost with the customer, finding 
the cost to a customer. 

Yeah, ultimately, what we' 11 come up with here is, like you said, it' s just a number that says^ 
there's... this is where this customer falls in compared to everybody else. 
DWS: That's a good way of saying it. 

INV: So I say customer, yeah, I think you definitely have to have customer there. 
...?... customer cost define it or something. 
Something like that. 

DWS : Because, your right, if your just looking at contact, well, everybody's going to have the same | 
cost. 

INV: Well depending on how long they take, but.... 



DWS : So there has to be historical ..„?.... in there, which implies or has to be a customer associated 

that's a good point. So.... ,.«J7 
INV: A customer ..yy..... that sounds .... tome. 
DWS: A customer.... is well used.... 
INV: ....inaudible due to talking at same time.... 
DWS: If it works, I'm not going to throw it away. 

INV: Your suppose to put them in upside down so those ....? right. And what gravity, ti 

these down. I don't know ?.... 

I have no idea, if that's true that ....inaudible due to talking at same time...yan invr , i 

where you don't have to keep them that way. 
DWS: Customer cost... 
INV: Cost assignment and 

DWS ^Assigning agent.. Agent's a hot word. 

/ 

INV: As long as you don't have to be one. 

Actually, that's my idea of purgatory. 
DWS: Okay, now we're going to have the resources and we should have ..?.. agents arid Pi 

thinking what I'll do is just draw a human agents at a work station. 
INV: And then you just have... you could split out self service voice and self service . .?.. or 

whatever you want to say... 
DWS: Just call it self service voice. IVR. 
INV: IVR is what it ...?... 

IVR verses ....?.... web ...?... 
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It doesn't have to be web server where a product automatically 

DWS: IVR give me some other ones to do that. So you have e-mail server.... 

INV: Auto respond. And then you have ..?.. base self server so you'd say. 
DWS: You know what we could here is call it automated resource and then we'll bring that out. 

Yeah we're based so, we're doing.... oh we got to do a flowchart next. ..?... before 

we erase the board, let me get this down. I want to start.... Bill Walker, he's one of the 

engineers who helped me start bringing a digital camera, take a picture of the board.... 

Actually, my brother invented some software which will read an image in like that, and clean 
it up, it'll straighten up your lines and align everything up and make your writing legible and 
stuff. 

DWS: That's a great idea. 

INV: And now they've got white boards that have little cameras mounted on them that take a 

picture before you leave. 
DWS: Okay, so we're going to do Should I just call this a media server, rather than a switch 

server? 

INV: multi advantage ? 

DWS: So then we've got 

INV: A longer switch 

DWS: Multi-advantage here generic ?... 

INV: Oh yeah, she means Avaya call manager 

No, communication manager 

Communication manager.... 
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Oh yeah ?.. Avaya know a then the brief would be ACM... 

No, but your not allowed to shorten Avaya, if it's a real Avaya ACM, you can't say ACM. 

It's a new ?... guidelines ? I don't think I see the file 

) So I didn't know it was official or ?... everything in multi-advantage. I've never used it 

in ? 

I know, I will. 

DWS : We work on show human agents at work stations. And then we're going to have 

automated resource, these could be IVR, e-mail, automated response and web-based. Okay, 

now lets do the flowchart. I'll be....? ?... you guys can go ahead and tell me what the 

....?.... 

INV: Well the flowchart is kind of a process that how this would work is what your saying:? 

Starting with work coming 

DWS: So we're going to do two 

INV: ..?.. my history, does that happen before work comes in or.... 

Well, no, I mean you got to ?.... 

Work comes in and you either have history or you don't. 

Okay, so that's our first decision point. i 

DWS: So we're going to have 3 flowcharts, we're going to have the^postT whatever that was, 

assigning agent with call back. There's going to be two things, update and provide i]^ So 

it's going to collect and update and provide. Those are the two flowcharts and then we're 
going to have resource manager which is going to query, receive and select and I think the 
first two are pretty straight forward. It's going to be on a per contact basis, so we'll start 
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INV: Which one are you doing the..... 
DWS: This is the other collect and update. 

INV: Oh, collect and update, okay. / 

DWS: So we assume that he already has a data repository .... profiles with this information 
/» /I 

already been started. So he's going to work on a per contact basis, a call comes in, he 

<f -h£e Call 

going to...., after the call is over, he is going to determine the length a nd 
INV: The first one the contact completes is what we were saying about. . . the starting point, is the 
contact complete. 

DWS: So we should say. contact completed 

INV: Or interaction ...?.. contact completes.... 
DWS: No, yes. Alright. 

INV: Alright, so update... see if you look at customer all the things that we said here to 

calculate, right, the amount of time. . . what you need to know is you need to know the amount 



of time the agent steywith that customer who the agent wants right, which we alway- 



DWS: Once you know the amount of time for contact, then what you need to know is how many 
minutes dy£> we spend on this ....V... and what did he buy. And anything else flows do^wn 
from the .aC&ntoh*? S- l^S? \ 

INV: And ...?.. about zero / j 

> *^rr^tree>things... How much timey .„?... spenjA the time....^ wcmtd*he buy anything, what 
was the outcome, the eventual order. 

DWS: How about determine? 



INV : What was the business result. . . . 

DWS: Determine results, servicing resource.... and contact duration.... 

INV : Well, actually I would say. . . . 

/S /' 

You'd say servicing.... the cost 

No, that's the agent... 

Oh, I would say 

DWS: Agent type and identity per person. 



INV: Instead of saying contact, y$>^ for the cost, for duration, I would say servicing duration 
because you might, I would include the after call work or after ...?.. because .. 

DWS: That's a good point. So servicing duration.... 

INV: Don't we have to identify also any costs, or may be that's in results. 

I'm assuming it was all just ...?.. my the result would be, yeah, I mean whal you.. 

if he was selling something, it would include the product ID^and presumably you know how 
much they cost and how much. . . you know what kind of revenue you would get from that and 
you would also know 

DWS: So product ID's 

INV: ... with the cost. 

DWS: I'm looking at the terminal result 

INV: revenue yea|l and cost. Yeah, ..?.. that results and presume we'd know everything 

that I assume that was on the board ..?. explanation, should have been ....?.. everything... 
Yeah.... right. Just as I'm assuming that the servicing resource has information about, you 
know, the employee, who it was, how much they make, their m. . ff^ ; exactly all that stuff. 
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DWS: Okay, so we got all the information then we update client or customer profile... 
INV : Yeah. And that' s where we might wait this, right. That might be the part of that. . . . and wai 

for the ...?.... to wait 
DWS: Wait what? ( 
INV: Wait... well most recent results higher than .YjlT... profile calculating a new true valiiu 

for this customer. I'm determining those things, but then I'm calculating my true value 

which might be waitedr- 
DWS: It probably will be. 

INV: Yeah, yeah we'll have to. So I don't know if we want tj#step before we upda 

calculating the true value.... And then you update it. 
.... the calculation 

But you gather your input through the calculation. 
DWS: So where am I putting the tiaek-77r?T7.... / / 

INV: ...?.. determine them ... the update customers and not through wa^t comes off 

calculation 

DWS: So I determine what? 
INV: Calculate true value, or whatever true customer value. Just a little note I don't 

know why you thought this was going to be so fast. ... 1 

DWS: Yeah, well... we are going to have another meeting.... \ 

INV: We keep inventing 

DWS: Yeah, that one that I did, that real thick one there, we just kept.... there were so many new 
ideas coming out of the meeting and remember the ...?.... Well actually there were two 
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...? ideas just kept coming out during the meeting. Because when you get the group 

together, it doesn't happen that frequently, and everybody starts talking about it, hey what 
about this, what about this. So next contact. So now we got the database updated. 
INV: Yeah, that's one chart. 

DWS: So then the other one, I think this other one is going to be pretty easy to start... and this o 
is basically ....?.... lets do this from the standpoint wa G ido .■■?.. rrsy^ 

INV: So new work comes down 

DWS: Without even new work, it just goes in herer 



INV: Well, the decision is there's work that needs a resource, right. 



DWS: 
INV: 



DWS: 
INV: 

DWS: 
INV: 
DWS: 
INV: 



...?.... No there's a resource that needs work, so that's when you select among the.. J 
How about if you say, work -^available.. queue just came in, whatever, 

Work on-ttsnvaiting waiting... But the decision q u e ry is you have a resource that can 

service some kind of work and you want to take, which one do I pick, right. ..?.. stzjrt is a 
resource becomes available. 
Resource .... 

...?.... start or whatever resource becomes available. Then the question you ask is^ 

are the work items waited, right. 

Yes, simple no. You could do the union job.... and for the next one I do what? 
Is ^ir work waiting. 
Work item, waiting, yes, no. Okay. 
We need to ask or include in that question if multiple work items are waiting, there's (inly 
one, I don't have anything else to....?... 
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You don't have any choice. 

I mean, the next thing could be select and you know, if the selection is one, who cares, I 

mean, it's a ...? 

DWS: May be that should be the next question, multiple work items. 

INV: Why don't you just say select the one that's the highest value. Do you have to query the 
value for each work item and then select the one with the highest value? 
Yeah, and it's an interesting thought. Actually, if your going to queue them, you might as 

well tag them with the value in the queue. But you don't have to do it every time you 

You want to cover both 

Yeah, your going to take the work item and your right, your going to 

But that's not going to change well as sitting in queue, you might as well tag it as soon as it 
arrives. 

DWS: That's a good point, which means we probably eliminated a flowchart. Well, ...?... put it in 

work item arrives we'll do that one multiple work items, select 

INV: what contacts highest true customer whatever 

DWS: True customer.... 

INV: You might not want to say highest, you might just want to say best because that is another 

place where you could have rules yes, you could. And what.. ..do the highest job, you 

might or might not be would be considered best. 

And you might have to... this is where you might have that other step somewhere that says, 

are we out of service ...?.... or that... or we need our service 

So that's where the ? more appropriate, depending on your rules and the ...?.. 
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might say it's not gong to be the highest ..?.. because this person is out of limits. 
DWS: Yeah, ...?.... 
INV: ..?.. that's good. 

DWS : Select a work item, I think we should do this because this is what the thing is based on, then 
in the description, going to say it would be appreciated, other, criteria could be considered in 
the work items such as ...?.... lunger - ....^-^ d, select it, then you 

INV: And then your assigned to the agent instead of resources, assigned to the resource An-l 

that's where this thing goes to. Yeah, it's 

There going to give it to us. 

DWS: Pretty scarey isn't it that you have to think in terms of ..? exposure. 

INV: That's how I started out, only I think it was in the 70's. 

DWS: A resource... 

INV: It's generally definitely. 

DWS: Well there's that one so we should do one where they tag it with a queue .. 

INV: When the sgrVecomes in, yeah. 



DWS: That's the most efficient way to do, it , / J - 



INV: ...autho] 

DWS : B ecause otherwise we ' 11 have a weird situation where they have the query every contact 

in the queue and keep doing it too So start, you work item, no, yes. Retrieve, 

true, customer value. . . . alright. 

INV: Associated with the of mark, or I don't know to say there 

...?... work with the tag work item It's essentially setting a property on 



And your done. 

DWS: ...?... start to work item and done. Letme write 

all those down. 
INV: Well, ...?... need legal 

DWS: I wish I had my digital camera here, quick.... read your only writing now. I don't now 

INV: I can read it pretty well it'snotbad. Weshould.... are you thinking we're pretty done with 

that one, once you write it, because we could kind of quickly review one of these. 
DWS: Why don't you just pick one.... 
INV: go through that. Did you want to ...?... 

It's one 

Well, Rod did One originally and I was 

Do one and 

I think that's the 

One is done 

DWS: So we'll do another meeting, we'll have to try to.... what's the best way to set up another 
meeting, because I'm just letting you guys now when I'm going to be here, then you can try 
to fit me in ...?... stuff... 

INV: Yeah, that's the best way to do it, because 

DWS: Me e-mailing everybody. 

INV: calendar, that would be everything, I think, that' s not on my calendar. 

Yeah, it wasn't on mine either. 

Yeah, so if you send us when your going to be here, we can just look in outlook and try to 
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find a time that we're all, or most of us can... 

DWS: I was pulling my hair out, I don't have much to pull out, much left to pull out ?... 

resource and source.... Okay, here's another 

flowchart.... 

INV: So what it says is, the chart, is queue to call and now there's lots of agents, is not available, 
I've got to pick the best agent based on true value. That's true. ..?.. agent, here you can say 
agent available, you could be it in that one, yes. And if it's yes, 
What are you doing, your expanding this.. 

Yeah, ..?... different scenario. Then you select, this scenario is when the resource becomes 

available and this one is when the resource arrives. 

DWS: Agents available.... 

INV: Work out working out right. 

DWS: No, is what? 

INV: No is select is select the most appropriate queue or waiting parking place, right. 
DWS: So then there is select, yes, select, most appropriate agent and in either case, I then go back 
to the top. I go back to the new work item. I wait for the new work item to come back, the 

M ^ -" next in W ° rk item ' ^° n ° W were ready for one "* 
/INV: A couple of 




DWS: Okay 

INV: I think it is. ...?... other one to ? I didn't erase but this one moves 

that go to the good, basically, you work and 

And then here what you have is sort of... if it were waited from previous , and how 

b 



^0 
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do you determine that relation w^ys, in some kind of a order number... /trouble 



We're asking them. 

Well, actually you think you have this.... 
Well, ...?.. continue 

But in way, it goes out back well, okay. 

Yeah, if its related. Alright so then you have some indication or I guess this could be 
contact, I don't know how many, do we count it... 
DWS: Is that a question, that's a question related to previous . 

INV: Oh, I think you definitely count. ^ 

Yeah, I mean I think we said something in there about having to count, so you want to know 
how many, so then you tag the yes part of this is here and tj^tag with number of contacts. 

DWS: Tag what? 

INV: contact. . . , in a contact . 

The word tag related to ... . j^^j 

To same Then you probably qualify it based on some other things. In addition to, you, 

tX/V nuvAsA^ <tf jet's q ut 

might n@fed this as well, y ou.../ . . . . contact^, and then, but the thing. . . oh, okay, .• ■?.. and — 

•^V-S^.. but the key point there is like give/a different service. If it's not one and done, then I 

give it different service than someone who has the potential to be one and done. 

And so if we even talk about a bunch of possibilities 

And this isn't so much a question as it just determine a number determine a 

number of contacts related to previous contacts. But then I would almost have a question 
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somewhere that says, if that's greater than Lji^U go off and give ./.I... service. 

multiple but then going through this, I don't 

It's not I want them done and / , 

DWS: p^the no and goes down to what? ^ j,^ (/U ^kcJ 

INV: i don't like the question up there, alright. • I would be the question way down 

under somewhere. 

Well you have to retrieve the information, so retrieve the number of contacts this is related 
to. 

Yes, you have to retrieve that. So rather than retrieve $e true value, I retrieve number pf 

. previous contacts.... related, or something like that. 

DWS: ...?. previous contact. Shouldn't that be two queries though. Because you determine the 
/• 

number of previous contacts and then you have to determine if their related. 

INV: Well you have to your looking for. 

Well, we don't care about previous contacts, we only care about related ..C&fiiltp-^ k 

) Yeah, we only care about related.. So you take the customer that^ — 

-fl" jre&aetmg trouble ticket number*, or something and you just, you say, you know, find me all 

the records that have this trouble ticket So once I've got that, alright, so I've got that 

number to be 0 to whatever. .. and I can tag it, tag it and then I can se*p potentially qualify 

what here's what you do. 

Well qualification can take into account t hat it' 3, bu> then you decide are yew agents and 
yewsejf you want to select the most appropriate one and you can base that on those. I mean, 
you can, but it doesn't come out clear I would put a question of 



Like here 

u 

Yes, before agents available and just say, we just want them.... this not one and done or 
something, I don't know what to say, right. Or is this returning or whatever. And if it's 
yes, it just goes down to what we've got there, agents available, like the most appropriate and 

no is one. Determine escalated something or determine appropriate 

treatment or 

That's abetter skill thtnrHiry^ activate quality monitoring, start s erving or wife a 

business manager or executive.... 

So it doesn't even have to even be related to only agents available. ..?.._start the quality 



How many things ffhr: are not even .... j /C... ? / 

„. - -^x T 4efe^tion 

Retetetrto the routing... ^jjl L i 

fi^l aw- °*> 

a route, but other things I .-Ar-yeti as well and I could route 
mil"* . <W 

differently so I might havy routing, I might have determine 09 apply them or something to 

the rate And I don't know Doug, how you get into it, it's not just determining the 

Re- 
agent it's determining the age nt:.... 

.... talked about start 

You know, starting quality monitor, notifying someone special .... 
Notifying 

?... in addition. And there's also, I mean another aspect of this is a way to do reporting 

because I think, yes now, you didn't touch on that much, I was looking for that and I wanted 
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to talk about that a little bit to see if there was anything that was patentable in a claim around 

this. Because it would be a good test case for us to ever get a patent on „| I think it 

is, no, data ........? 

Okay, so, alright thiq Randy you thought there was something over here here, so.... 
Well there is going to be this, kind of a notion here of once the contact is complete... 
Does the agent think its done, Ms-^jtf. getting ^j>_ 

Well I need to update information about that customei\right, you still have to do that because 



t that customer-Eighl 



you have to know that we had a contact 3^. issue so that, I mean. . . . How are you going to get 
this information if you haven't done something over here. 

Well, I think what you do over there is, you have to use your, whatever it is your using to 
determine whether that it's related to something else. So I'm presuming you already have 
that, you have to have something. But I don't know if we need to.... how we retrieve another 
previous contact... you know, if we have all these different ideas.... 
Yeah, when I even had one that said it's the same customer and it's within 48 hours duration 
or trouble ticket or whatever, but we flowchart all those, we just state... but your question 

really is, how did we determine that. Your just , all your saying is retrieving it, like 

somehow we've assumed we've determined it. Well, it might be better to say determine ^ 

this is a previous contact rather than retrieve. Or we ?... 

....?.... can determine that 

It's a key, but it's not necessarily the invention. / 

No, I mean... because I think thafflje assuming tho'^5, the use of that.... 

...that prior art exists, we don't use it. 
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I mean I think it's kind of like the true value thing, that information exists, we're just not 
collect... we're just not making use of it. Or in some cases, it may not exist and then your 
back to this, you know, either the same customer within a certain period of time, which I 
think is not a very good way to go about it... 

Or asking the customer which isn't necessarily a good way either... to say, is this related to 

something previous. 

Well, we do that too. 
r 

I know. 

I mean, that's the only way 

And then the agent tags it. So that's why I was trying to get over here, so that the agent 
determines that it is in fact related to something, even though we didn't know over here... to 
make it go ahead and enter information 



whether it's related to a prior contact. 
That certainly could happen. 

The agent could and then do something and then we'd have to trigger special treatment post- 
routing, but you could still turn on a recording device and things like that. 
Oh, I see what you mean. 

Yeah, I was thinking for next time. You know, by that time, I mean, your pretty much 
finished there, but if the person calls back again, then you can get them with the agent 
update. 




to reflect that or the agent would determine 




'sure they call with their trouble ticket each time ...?... 
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Yeah, you know, you never, not everyone will give you that information. (jj^ 
DWS: So basically, the way this is set up is they get two free contacts. One-fr.?.. iS*^, call the first 

time., is created 
INV: The first time is a 1 , that's fine.... 

DWS: The second time they call up, there's really now way to determine ..?.. that's not true. 
INV: If you say, you know, /^r. claim number or your trouble ticket or 

DWS: I guess what I'm saying is on that side, that Randy's talking about, you meaja, really you 
should, you need to record the contact itself because if you just say determine whether it's 

H 

related to a prior contact and then they get two free contacts. You need to keep a record of 

your contacts by customer. 

INV: We do that, so.... 

Well, what I'm saying is you have to make sure that you know, and I guess this is just an 

assumption your making that there's some kind of issue tracking mechanism that this 

company has.... and this person called in with an issue even though that the agent-dees-a_ 

resolved it, it got., vou know, record -rrpsomewhere and so there's some... so that their v 

plea °4 * 
customer .<^r. information back, but the thing is, it is highly likely that the customer says 

okay, well my problem's solved, the guy says well, here's your tracking number and the guy 

u,Jv( <L> I nee A -^cJr 
says that.. .and they just ignore it, because i t - ' s like ■ ■ ■ ■ why do I - need - to . . ly because it's 

working, then the next day, well it ain't working, so I call him up, say, yep, I don't have any 

tracking numbers, I forgot that, so getyitto a routing agent, and the agent goes, well, is this... 

Is this about x...., I mean search on the customers name and they say, is this about product 

xyz that you called and ordered yesterday, yes it is, alright, when they've got the information 
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And they've got the information. At that point, you could actually have the agent take some 
proactive ...?... 

Do some of these things, yeah. 
..?.... -wefrand done. 

2- 

Besides the fact that now we want to record it, okay, this one has 4^ required contacts and 
run a report on that... 

Yeah, we do. Yeah, we do need that. But I think what we need, is just the determined results 

..?.. to that So contact complete... 

Assuming ..?.... here 

And we need to, it's not really determined trj^results, but it's.... yeah, alright, so.... it's like 
record the reason, issue, trouble, whatever. 
It is sort of a determined result.... your right.... 

1 ..y.. my financial results, it's more my 

I mean it could be that the problem didn't even get resolved and it' s just an open ticket now. 

Right, you wouldn't even expect 

That gets pretty likely ... So we need to... 

And that would be an interesting thing where you could record it there.. 

...there are the two basic things I think that are happening.... you get rid of this and then your 

doing, yeah youf-af gunig ar^zl determination of the result and then your updating the profile. 

Well, but is it the profile or are you just, well your updating your ...?... 

Your updating the., yeah, the, I don't now, the trouble ticket or the ... 

..?.. kind of a customer history isn't therer 



I wouldn't call it profile here.... 
Yeah, profile doesn't sound right.... 
DWS: Should we use history for the other one or is this profile okay. 

INV: The other one that I think profile makes more sense, but for this one, this is more like 
tracking.... 

Yes, now this is, when we're ready we can get into the better tracking cause it can fit right 
into that box, or around that box. I mean you need to have the data... 



DWS: So we're keeping determine result, where we're going with what ..?... said and 
INV: And see, my other thought too what we could do, is you could, when the contact completes, 
the agent could put in 't h e . or subsequent contact or something that, hey, we know it's 
not goingto be one and done, don't set off the alarm, you know, or the agent could record 
yeah, ..?/. one and done here. . . That could be a separate kind of side issue of. . . you think you 
one and done. 

That's an interesting thought. 

And then if I think I am and I get rewarded for that, but then I don't make it, that would be 
kind of fun. 

I like the idea saying that, no, it's really not one and done, because now all of sudden we can 
generate a report right now, which is.... how many, what percentage of ..?.. do we have that 
people contact us ..?.. that are open and their going to be getting back to us...i 



They know already. Or we have to get back to them either way, ..?.. contact. 
I mean... 

That is a good So a little side, squirrelly language to be, expect.... something in that order 
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call back... No, it's not one and done, no, not done. 

Well yeah, actually, it's just 

It sounds like a double negative.. No, I'm not. Okay, so we should we talk about reporting. 

I want to get... f 

/A 

DWS: Before we do that, there's one thing that I saw o>! this that we haven't really talked about. 
It impacts those two flowcharts. What you have here is another consideration of one and 
done is y^h the contact had to be served by multiple servers even in a singular interaction, 
so the recording that Randy talked about in this flowchart is not just a number of previous 
contacts, it really should be a resource base, record a number of prior resource... 

INV: That's true contact completely, we just change that to resource complete^ 

Well, the thing is.... alright, so for here, lets take this one first... I think your right, a number 
of previous contacts and ...?.... I mean that essentially takes care of your transfers and stuff. 
And I actually wondered about that in the true value thing, so what if I, what if every time 
this person calls I have to have my supervisor on the line too. That would be^ expensive 
person to deal with. 

Yes. You should include that in Surely, .... It seems to me like, if every time I've got 

to escalate to a supervisor or send it to a supervisor .... 
Or even if it's an expert, health line. 

Yeah, and then I think the cost but anyway, then we get over here, I guess, the question 

is when an agent finishes, do they have to transfer it, I mean, did they finish, really. It's 
not.... ^ toward^ the results right there and the agent is going to say no, when the^r asked are 
you done .... so you have transfer it, the answer here is no. 

-68- 



And then, I'm still going to, aren't I still going to update my ^1... to her.... But then it's next 
time ..?.. the right question and should it really be next agent or next resource. 
Well, from whose perspective are we looking at this, because for the next resource goes 
around the loop again, right. 

Yes, I think it should say I have completed the answer would be no. So that doesn't work 

very well. It's the resource complete. 

Shouldn't it be... shouldn't contact on the top and bottom be changed to resourcej(. 
If what your doing is trying to show what the agent does with the contact, yes. 

If the agent, on the customer side, it's ...?.... don't care about You don't care about it, but 

it's still ..£.. contact.... that's a whole lot better, I mean, from the company's point of view, 
it's a whole lot better if we get it down in one contact, even though these three resources.... 
?/.. if we had to use three separate contacts. * 

...? per customer, there's a lot of customers who don't want to talk toj^agents. 

Thank you very much. It depends on the company's definition of one and done, would be 
by contact or by agent. And I think that's kind of a point... So this is good other than may 
be we need duplicates or my definition is by agent and then I change contact to agent or you 
could say contact or agent, I don't know we want it... that... 

Well, if the contact is completed, your going to quit no matter what. If you get down here, 
you could ask before that... do I need another agent for that question, say no, then you go to 
the next contact. 

Well, yeah, I know. This is kind of weird, because this is from the agent's point of view and / 
like, if I finish with this contact, then I get another contact. 

-69- - 



Which is still always be true, yeah. 

But I don't think you can do this chart from both perspectives simultaneously. 
..?... So where does this start on this, the agent is not available we're saying. Basically. No, 
the agent has completed their portion of the contact. That's the start, agent.... may be we 
need a box on top that says, well, it's kind of jc question, do we need a question or just 
saying, start with the agent/completed their portion of a contact. 

And I guess you could still say no and it just wraps around, I'm still talking. ..?.. kind of 

M h&U to* did <A4^ Scty 
funny but yes, then I go there and then instead of staging here, you wanta they can sa y 

what they did wa$ contact p.. anywhere. We ...?.... say, you now, we hung up or anything. 

Oh, well, if it's completed, you know, and we need to be clear on that completed ..Rafter 

^.~hr^ or here and that' s when I determined . 4<^ ' / 

p art of its after ..? ian' 4it. '"/.^ 

Yes it is, so then here you want to say, well actually it would be here, that they would 

transfer. I mean this is where^ determination ?... 

Is it hanging up or transfer... or whatever... but may be 

..?.. do the transfer./ 

So this is, yeah, this is .> 

Say something more like issue solved and then no, what happened do I transfer it to 
somebody else or do I record it and...?.... 

You could do that.... but in either case, I still have to &ad the same track for this agent. 
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Right, right. It's just a recording of what your did. 
So it's not like it's two different tracks. Are you following all this stuff. 
DWS: The tape recorder is. 

INV: It's really understanding that this and that pointing... 

Well, not necessarily. Well you said that if the thing came in and I couldn't solve the 
problem, I can't solve your problem, but I can transfer you to somebody who can. Well the 

wraps -H* -m^i^p 

company policy may be that, youknow, it's that last person that w e 'r e actually setting u p and 
4^rresuj^so this guy may be s ill ing around; the picture and since he didn't solve it, he 
transferred it to somebody else. 

You still have a result and the result was not solved, transferred to an expert. 
Alright, that's true. 

And I think that that's important to define ..?... 

And they can decide whether they care or not 

Put that in there , > 

J >-> 

No, I think that is important, because like sitting from a reporting point of view ...? 

So this is like where determined disposition really would include... rthe-7.. result would be 

•ene-wTth the deposition. My disposition. Yes, right... as opposed to 

That exists, I already got an arbitrary...? agents disposition Could be band...?... 

* l^fxiok a. ca. (J 

yeah, it could be, I did what I could, but it's not done. Ex p cctre al soon. 

Well, ..?.. a lot, I mean you say, well or you might say, well I need this information in order 

to help you, you'll have to go get it, I can't, you know, so you say, I did what I could.... we're 

going to ...?/.. them again. 



DWS: So you had a statement about another flowchart.... 

INV: Well, no.... but I think, it was about tracking. We want to get into tracking, because of one 

of the things on one and done has been.... one of the reasons I think people have not used it, 

■arr£ some of the ways that we talked about instead of recording to blah, blah, blah... is 

because we can't really track that today. Because when I finish, I may think I'm done, I may 

predict I'm done, but I really^onjt know I'm done until they call in again. And so we don't 

have measures on our report^ say, oh, how many one and dones did you do today. Now we 

could get some of that, by just saying the agent disposition, did you finish, and again it's a 

prediction. f I 

DWS: So even if the agent knows he's going to be judged based on that ..?/.., say, of course. I'm 

fcul Mi/ ^ j 

going to call a smart agent, I'm just going to ....?... record. Everything I do is one and ..Ch. 



INV: And that's why this is important because if they call back, and there's a way to link it to a 
previous contact, w e canre. T? ....^ the previous agent. . . See, because today we get the new call 
in, they may tag it, but-rr?rrxaM him back again, but we don't really link or measure that 



agent, against that because we don't have a way to do that. , , 
\, . DWS: Well, lets focus on the different ways that you... your talkin g about one is trouble ticket 
5^ number which you could., they have now, you could use this in existing systems. Because 

there's a way there to detract it... 

To WA 

i ./vINV: Detract-that this is not... but it's not.... You know, and it could be a trouble ticket system in 

* ^ J- 

tx particular. -M^ track, how many times., you know, may track by agent. It's not something 

we do in a contact center, because there's no contact center customer that a vendor that I 



A i 



person might get, and I don't know how you want to ding the first person, or ding the last 
person I talk to... 

j /Well, actually, you know what, if we have something that relates to, so you know a case 

/ aW" 

I / number, then you can see the whole history of the .:. You can print that out from a 

/ J** 

y contact perspective but not from an agent metric. 

A I far 

\ No, understand, I'm just saying but if the thing that ties it all together is the case, then 

\ 

\ ] there's probably, you know, there should be a way to find the first agent. Yeah, if we 



know that has a measure for what percent of one and done for this agent. And the issue 

primarily, the one we started with, I think was the poor guy on the help line who actually has 

a longer average to^time than any of his peers, because he actually faces the problem. 

Everybody else says, you know, 

Create a ticket... * 

And he- .j.... he doesn't get any credit, right, for being one and done. So this was— 

0\ 

-tlje positive measure, in key performance measure for agents that we don't have today. Now 
the way we propose solving that is, kind of what Sarah said, it's not that I know... it's really 
the recording on the inverse of that, it's not how many one and dones you did, but it's how 

many re.... whatever, recontacts that were attributed to /non-one and done that are 

associated.... but, that's going to be pretty tricky to tract. Well what we have to do then, is 
when we go back and, I don't know, I was thinking of it on this -tread* but I think that it might 
could be on this issue tracking database, but when we say that determines special treatment, 
we could add, you know, add the special tracking which says, look, we went retrieved my 
previous contact, Gold ...?.... with alright, second call, first call. . . . it goes back three, that first 



wanted, and again, you could choose how to track this. We'd probably want some choices 
ofy(e- fract aga|n ,jthe-firs t stage is tcrretraet against the last agent. If you had yet another non 
one and done today, or 

Actually, you might not even need to track it against the agent so much as, you know, 
what... how are we doing overall, I mean people call back for^ variety of reasons. 
Well, and the thing we usually need that we get into the analytical stuff, so what kind of 
things are not one and done, so what can we do to fix that... Is itan agent training problem 
or is this really the training, is this a particular part and ...1^. be not one and done is a 
particular whatever. May be it's this customer, this particular customer is never one and. 
done, I don't care what we do.... -so give up on it. At least we can start taking action, right 
now while it's important ia-people'-a-hettse, we'd love to one and done, it's just random. 
Basically, we can't, we have no control over one and done, because we can't measure it and 
we don't do the things we talked about even with special action. 
DWS: So you say a non-one and done situation can be derived, so what your really doing is your 
focusing on what was not one and done and assuming everything a t that ..?... n o j/ one and 
done was a one and done. So your kind of 
INV: Like, what percentage of work did we get today. 
DWS: Your establishing a positive by tracking the negative. 
INV: You know, because we can'J really have ....?.... 



Because your . say, ye ah-, that was one and done, but no, it really wasn't, and you don't 
find out until 2 or 3 days later when the customer is calling back. 

And even so, th e y'U' have to be a time limit. I mean it has to be one and done within some 



oae-a-call 



time frequency, I don't... you know, might call back, ...?... so for heaven sake, he's giving 
' «~#call... 



DWS: ...?.. say non-one and done situation can be derived based on duration t hat'a bo o n incuiTcd 

> /v 

last contact, is this what your saying. 
JNV: No, that is the poor man's way of deriving it... What I'm saying is even if, supposing I had 
a trouble ticket that I called in in May and then, you know, because the system as far as I'm 
concerned is one and done until I call again. Well what if I don't call until December. If I'm 
calling in December about a trouble ticket I did in May, that shouldn't ding anybody as far 
as I'm concerned, because obviously it wasn't really an issue. 
Only if your not calling Avaya... It could take that long to fix the problem.... Well/ 
presuming we got calls in the meantime. ... (. ?■... must have been given a promise, right. 6j 

months, ...? Oh, I see what your mean. Alright, they can do ? you decide,[ 

if it happens within a year or is it the same ..^nrr-fenpat, then we don't recommend doing \ 
that, but for tracking, we don't want to rely on that anyway. 
DWS: So you would set that up in your database policies ? records after a certain period of 

time, and then a period of time, you just 
JNV: All I'm saying is for today, what percentage of the calls came in that were like repeats... that 
were '.?.. opportunities for us because for today and we can now manage and look at that in 
realtime. For some reason, we're up to 50% and it doesn't matter whether the^first call was 
a week ago, or 6 months ago, we're wasting all this time resolving the same bloody 
problems. Lets go do seme ..?.,. let s- go - d y something else. 
DWS : You would still, at some point, you would have a stale built into a words to stale to track and 
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INV: I'm just thinking during the .^yk^ all your going to say is this percentage of the things 
we got in today were repeats. But that doesn't tell you of the onestfiat you considered, that 

^ (iA"J were not re P eats > how many years how many become ...?.... you don't know. 

But you just have that way... after they... in the future and what ...?... 
But that's an analytical thing, because your going to see all the time. 
That's right. And you would probably want a report on it. 
Your garfgthis way, that's bad... Your going this way, it's good. 

And the more often it repeats, so how many are third repeats, how many are fourth repeats, 
it's like I am just killing myself in not solving these problems the first time, 
i DWS: So there's really kind of two inventions here, one is the tracking piece, then the other one is 

r 

this concept of special treatment. 
INV: And the routing, yeah. Routing the treatments. 

Part of the special treatment, yeah. 
DWS: Because nobody ever tracked thsT^^ mW/l/ 
INV: No, and see that's what I thought, that was kind offc hot issue, but didn'tjrecapture it. 

And I think that clearly the other issues is hot too. But I, and I don't know if we can kind o 

capture both of those or want to separate those. 
DWS: You know, I think these two flowcharts ap^ pretty much laid- out. I wantet^to focus on this, 

the different ways you could determine whether something was not one and done. One of 
1 the ways is where your looking at the agent to provide in part, you have a trouble ticket ..?.. 

there's, even though this is a way of dong it, people aren't doing it, where they look at 

the duration between the current and the last contact, defined by the contact center. Contact 
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Center customers^..?..../-?" we talked about tha^ ..- ?. - a3 specified - m the most contact in 
regards to previous ...?... you could have the purpose of the call, in which case, somebody 



won 
:1k 



r ould have to record that. The agent presumably would record . 

N* Wit 

-r-IMrrr.... that's real typical, theJBI says, this is a previous thing and you say yeah, and 



right away it's like okay, we've got information now. 

-f^H cuiM q (U ^ pv^^ 
And then say.^/uoubfe ticket number and you could get . 



DWS: Well the next thing about an IVR is it's foolproof, your not going to have an agent that's \ 

going ..?... 
INV: going there... meet 

Yeah, that's true too. 

You could actually, really have agents ^ get together and say, listen, we close it out, and we 
close the... 

We just always.... and we take a new trouble ticket every time. 

I've been on the other side of that, there's a customer going no, this is the same problem... 
they go, well, we don't have that, we're going to create a new one for you here. But .... 
Well, I was thinking like Blue Cross/Blue Shield, you know, if you called about a certain 



invoice or something, you know or a claim, they have that claim number and they can see all 
■At 

the stuff you said previously. I have lots of experience with this. That'sjust me again. And 
Yes, it's the same claim, the same dam claim and they blew it again. 

DWS: Did you say content analysis in here. That would presumably be a text based.... 

INV: Yeah, like e-mail. 

\fdicc 

Could be, but it could be IVR based again, future- recognition, true. 



DWS: So what would be looking for in content. 

INV: Well you could say, like you know, what is your problem, please state the problem when 
calling in for service, please state your problem. And you could even say, well I've been 
calling about this for a number of times now and it is related to the product I bought on 
Tuesday, and I couldn't do any of that, but say, okay, calling again.... see that word, again, 

. I J[ so they do single word or they could do .... just look, I mean, they could look for certain 

//ft (A ltf^-™"*?4 
XJ '• things, I mean if you say, it's in relation to product x, you can just go and see ... history do 



they have, anything recent that was on that..p^° / ^ i ^~ 
See, that's what I think too. ft%4ikrrr?T! product x or even an IVR, it could just say which 
\ Li i product is this related to, I see product x, I see this customer ID, go look up, oh, there's 
seCoh they'v 



0 



already purchaseCoh they've already called in a problem on this, that's not one and done. 
I mean you could make that assumption, yeah. 
DWS: And you see post contact server results from previous^ccmtacts, this would be the customer 
J) providing my e-mail or mail whatever, just a survey, were you satisfied with your service, j 

were there any residual issues, what were they. 
Or you could you say, did you feel like it was completed? Did you get.... was anything left) 
unresolved or expecting .ether contact. 

Yep, one and done. Nope, ... Yep 

..?... thought it was. 

DWS: With respect to the hardware, I think the same hardware diagram works as we used on the 
other one. 



INV: Lets see you have the name for that ..?.... probably 



DWS: Your still going to have the resource manager, it's going to be in a media server. 
INV: I would kind^f like to see something hung off the hardware around the recording, so if one \ 
of the .^/treatments I can do is record this because it clearly is a problem. According to the 



IKK- 

DWS : They be. ...?^. automated resource, it could just be one of the resources as a recorder. So you 

can have... you could attach, while another resource is doing the servicing, you attach yet 

another resource and the call would simply record what's happening. 

INV: ..?.. manager.... then what do we call them, the one and doner? What are we actually doing? 

(A£ — 

Both are determining the treatment, doing things like, you know, starting that recording 
were. . doing special tracking, . f h. initiat e special. . . . 



One and done. 



...you 



DWS : You can see a repeat contact tracking agent or determining agent, is really what your looking 
1 at, is a r ev. ? ^. contact ...?.. . 



INV: Yeah, we are, yeah, that's good. 
DWS: And I think we need to have that second flowchart too. Yeah, because that's where you... 
a situation where you have a lot of work items in queue, this one is where you have a lot of 
available agents and this one is where you have not many, you have no available agents and 



your in queuing things. 



Let 



ao 

INV: Yeah, but your not going to make a decision, other than you might .:..?... to work... 
DWS: Sure you are, you may want to 
INV: based on 

DWS: You may have special agents that are trying to deal with problem customers.... 
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INV: Problem customers, that's true. Well, and that's kind of how, I mean, pointless to 
appropriate queue. jQ- U 

D WS : You may have a special queue that's handled by swat team members, andth e y owe these bad 
customers... 

INV: If you didn't know... when it says 

...?... time customers J -J— 

And part of it could be too, that some agents just aren't^?., it exactly. You might assume 
that these customers are my luck, happy customers and might want some agent you piCK not 
to do the non-one and done/s, because their not very good at that. You don't want it brand 
new, it's put it that way. You don't want a novice, you want a non-one and done.... 

DWS: Give them ArnoM Swartznegger. What's your problem, okay, I'll take care of them. 

INV: ...?... work what do^v^say.... like an appropriate, yeah, but... have to know whayhe- 
appropriate p(. agent.... Well the agent's not available 

Well, yeah, they got skills, but you could have a question up there, skill at one and done, yes 
or no or whatever... and my skills with repeat customers, if the answer's no, it's like select 
a first time... first issue.... and yes, and then define it to the ...?.... jfaeAMs ^ 

I don't know, I'll have to think about this a little. This one has a ^3^. , it jlooks a little 
different ...?.. on this flowchart, different. -}^{ajt~ 
I just think once you've chosen the queue which with agents/are good at handling that. 
That's what ...? 

With queue, it's two different places and then these agents over here, I wouldn't have that 
queue, ..?.. feel that way. 
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Anybody that's going to handle these guys here, it's only certain ones that are going to 
handle the non-one and done's. 

DWS: So you wouldn't have the middle flowchart? 

INV: I don't think so. 

Well, may be not true though, right, because what if there aren't anyone, special ones 
available, what are you going to do, make them wait, wait, wait, wait. 
..?.. got all kinds of things you could be auto reserves, which refer to ..?... in a patent, but it's 
all one.... but it's all based off of what you did over here. Now you could put where it says, 
select the most appropriate queue, and then you said put in appropriate priority. Yeah, give 
it .Ml. priority, whether it's in the queue or whatever else is...?.... Yeah, we could do the 



service... My service level could be level.... 
Yeah, yeah, we could do that. 
Goals, I guess you could call the service goals.... 
So, you would have this flowchart^ L IJ^ (J 

I think wr? z Ye- j fiftaily-^ot4ywith, - at f d| no p just art, the current art is to select, on selecting 

working ...?.... yeah Now this is the one, of course, that Terry acted most 

interested in, but she never did get any feedback ..?.. on the last one what's happening. 

No, but you know, we've got a few more ideas, if we could get through it enough, we could 

say, Well, it's not ^^i^clearly, agent optimization or whatever the heck we're calling it 

these days, is her third leg iron stool and she, although, her right now is on the 

$ 

merge, and then next, is getting analytical* store once again with the merge product, but after 
that, it just stays optimization.... third parity. So I think she appreciates that we've got some 



ideas, but I still think there's some 

Yeah, I do too. It helps tie up things ...?... with partners are, so.... whoa, whoa two 

down. 

DWS: Let me get my calendar out and tell you when I'm going to be back. So that you guys can 
INV: Are you local, I don't know. I thought you were. 

DWS: My office is 15 minutes away. So.... you guys should schedule a field trip and come and see 
me. 

INV: Hey, that's a good idea are you downtown? I figured you might be. So when in ..?..., 

you have a ..? 

DWS: So when in town... You have a.... 
Downtown 

DWS: Okay, so what we're talking about is using the agent ..?.. for protective agent assignments. 



J:\4366\-145\Inventor's Interview. wpd 



-82- 




'Boik^f- £L 



-V- 



V 



i 



-. -t£v-LyiMil<C£ tffZZfi 

Js.- 



Co^c^J^~ 



cod.. 



(3 uz ujl an 



f^i how o^<x^-f- 




I 

vL 

— - 



labial 



